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Sign In to the Agent Desktop
When using the Agent Desktop, remember these points:

• Multiple Sign In: You cannot access the Agent Desktop from multiple browsers or multiple tabs of the
same browser window.

If you sign in to multiple instances of the Agent Desktop, and switch between browsers or tabs to access
the Agent Desktop, a prompt message is displayed. Click Continue in the prompt message to sign in to
the Agent Desktop in that browser window.

If you click Continue while you are on a call, the Interaction Control pane takes 4–5 seconds to load.

• Sign In Issues: You must contact your administrator to resolve any sign-in related issues. The following
scenarios may prevent you from signing in to the Agent Desktop:

• If the dial number is invalid, not registered, or already used by another user.

• If the tenant, profile, skill, or agent permissions and settings aren't configured.

• If there are issues with the network or API (Application Programming Interface).

• Browser Reload: If you cannot restore your session due to a connection failure, session expiry, or local
storage issues, reload your browser to refresh your session.
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• Banner: A message appears as a banner at the top of the Agent Desktop informing you that some features
are not available. When your administrator resolves the issue, you must reload your Agent Desktop web
page. When you reload the browser, the banner is removed, and all features are available on the Agent
Desktop.

Before you begin

Ensure that your phone is ready to receive calls.

Procedure

Step 1 In the address bar of your browser, enter the URL provided by your administrator.
Step 2 Enter your username and click Next.

To change the selected email address, press Alt + Left arrow (Windows) or Command + Left
arrow (Mac) keyboard shortcuts.

Note

Step 3 Enter your password and click Sign In.

The Station Credentials dialog box appears.

To retrieve a forgotten password, click Forgot Password, and enter the six-digit confirmation
code sent to your email address.

Note

If your administrator configures the default Dial Number (DN), the default DN is prepopulated in the Dial
Number and Extension fields.

If your administrator restricts the DN to the default DN, you cannot edit the prepopulated DN when signing
in to the Agent Desktop. The Dial Number and Extension fields are read-only. In this scenario, skip step 4
and step 5.

Step 4 In the Dial Number/Extension/Desktop section, enter a phone number for inbound and outdial calls. By
default, the Dial Number radio button is selected.

• Check the International Dialing Format check box. Choose the country code based on your geographical
location from the drop-down list. You can also enter a country code or country name to filter the list.
Enter the dial number. Dial numbers are validated based on the country code. The supported format is:

• Country code format: + [Country Code][Phone Number]

Select the Country Code from the drop-down and enter only the Phone Number.

For example, <+120> 15532447

The International Dialing Format is checked, and the default value is +1.Note

• Uncheck the International Dialing Format check box to use another dial number format. Enter the dial
number. The supported formats are:

• E.164 number format: [+][Country Code][Number]

For example, +11234567890

• IDD (International Direct Dialing) format: [IDD][Country Code][Number]
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For example, 01161123456789

The format of your dial number depends on your location. For details of the format settings,
consult your administrator.

Note

Step 5 (Optional) If you are using a calling device, select the Extension radio button and enter the calling extension
that is configured by your administrator (For example, 10078). The extension supports a maximum of 18
digits.

Step 6 In the Team section, select your team to be associated with from the drop-down list or use the search field to
filter the list.

Step 7 (Optional) Check the Remember My Credentials check box to save your station credential details for future
sign-ins.

• When you uncheck the Remember My Credentials check box, the credentials aren't stored
for future sign-ins. You need to manually provide the credentials every time you sign in to
the Agent Desktop.

• The Station Credentials dialog box supports the browser autocomplete feature. Autocomplete
saves your time by automatically filling in previously entered dial numbers and extension
numbers. The number of suggestions that are provided in autocomplete are specific to the
browser. To remove the saved entries, you must clear the browser cache. The autocomplete
feature is not supported in private browsing mode.

Note

Step 8 Click Submit.

If you checked the Remember My Credentials check box, you may see a message that your
credentials weren't saved. In this case, you need to enter your details when you sign in again.

Note

Your administrator can configure the task page to display the illustration as a background when you sign in.
If the illustration isn't configured, the task page appears with a blank background.

If your administrator assigns an unmodified layout to your team, the new layout-based features
are displayed when you sign in. If you have already signed in, the new layout-based features are
displayed when you reload the browser.

Note

Responsiveness
Agent Desktop supports a responsive view that enables easy reading and navigation across screen resolutions.
The Agent Desktop display size must be greater than 500 x 500 pixels (width x height). You must set your
web browser zoom to 100% for the best experience with the Agent Desktop. For more information on supported
browser versions, see Agent Desktop Requirements.

Based on the progressive screen sizes, orientation, and viewing areas of the device, the Agent Desktop interface
adjusts automatically. The Agent Desktop demonstrates responsive behavior as follows:

• Horizontal Header—If there are more custom widgets or icons on the horizontal header, the More ( )
icon appears:

• When you click the icon, the drop-down list displays the custom widgets and icons.
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• When you resize the screen, the custom widgets and icons are displayed on the horizontal header

as expected, without the icon.

• Navigation Bar—The left navigation bar collapses into the horizontal header in small viewing areas.

When you click the Menu ( ) icon, the sliding bar appears along with the icons.

The title and logo are not displayed when the viewing area is less than 736 pixels
wide. Increase the width to 737 pixels or more to view the logo and the title.

Note

• Task List, Agent Interaction History, and Auxiliary Information panes—The panes are overlaid on
the Workspace. By default, the panes are in the collapsed state in small viewing areas.

When you click the (expand) icon of each pane, the sliding pane displays the details. When you expand
one pane, other expanded panes collapse, so that the workspace is not hidden.

In the Auxiliary Information pane, the More option appears if there are more tabs to be displayed in the
view.

If you add a label in the long widgets, the system shortens the label name.

• Avoid adding labels in long widgets

• Click the widget icon only. The entire row in the More drop-down list isn't clickable.

Note

The Agent Desktop can be installed as an application. The responsive behavior is the same as in the
browser-based Agent Desktop.

• Your administrator defines whether a custom widget is responsive or not.

• Nonresponsive widgets cannot ensure the best user experience and are not displayed when the viewing
area is less than 736 pixels wide. Increase the width to 737 pixels or more to view any widgets that are
configured as nonresponsive.

Note

Install the Desktop Application
You can install the Desktop as an application if the Desktop is accessed using a modern web browser that
supports Progressive Web Application (PWA).

PWAs are web applications that take advantage of the latest technologies to combine the best of web and
mobile applications. Think of them as websites built using web technologies that behave like applications.

Operating systems and browsers that support the Desktop as an application are:

• Operating Systems—Windows 10 and Windows 11, macOS, and Chrome OS
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• Web Browsers—Google Chrome and Edge Chromium (MS Edge)

Before you begin

• You must be signed in to the Desktop. For more information, see Sign In to the Agent Desktop.

• You must use a modern web browser that supports PWA, such as Google Chrome and Edge Chromium
(MS Edge).

Procedure

Step 1 Click the Install Application link displayed in the notification message, or the Install Webex CC Desktop
icon displayed in the address bar.

Step 2 Click Install.

When installed, the Desktop opens in an individual application window and can be used as a separate desktop
application. You can add the application to your Home screen or pin it to your taskbar for easy access.

• When you sign in to the Desktop or clear the cache, you are notified with an option to install
the Desktop as a desktop application.

• You cannot install the Desktop as a desktop application using the Firefox web browser.

• When you access the Desktop either from the web browser or as an application, the user
experience (UX) remains unchanged, except that the address bar is not part of the desktop
application.

• To uninstall the Desktop application:

• Click the ellipsis icon on the application title bar.

• Click Uninstall Webex CC Desktop > Remove.

Note

Change the Availability State
When you sign in to the Agent Desktop, your state is set to the default idle state (reason) configured by your
administrator. To accept any call, chat, email, or social messaging conversation requests, you must set your
state to Available.

To change your default state:

Before you begin

You must be signed in to the Desktop. For more information, see Sign In to the Agent Desktop.
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Procedure

Step 1 Click the Availability State drop-down list that is displayed on the horizontal header.
Step 2 Select the required availability state from the drop-down list or use the search field to filter the list.

The drop-down list displays the Available state, and the idle states configured by your administrator.

Respond to the Inactivity Timeout
Agent activity includes handling contacts, working on custom widgets, or performing any task on the Agent
Desktop. If you do not perform any activity on the Agent Desktop when you are in the Available or Idle states,
you are considered inactive.

Your administrator configures the inactivity timeout value. If you are inactive on the Agent Desktop for that
specified duration, Agent Desktop signs you out automatically. One minute before the configured timeout
occurs, you are notified with the Prolonged Inactivity dialog box with a timer. If you don't take action before
the timer runs out, the Agent Desktop signs you out. The dialog box is displayed irrespective of your availability
status. A toaster notification is displayed on your browser if the Agent Desktop is not the active browser
window or tab.

Before you begin

• You must be signed in to the Desktop. For more information, see Sign In to the Agent Desktop.

• There is no activity on the Agent Desktop for a prolonged period of time.

Procedure

Step 1 Choose one of the following options:

• Stay Signed In: Allows you to stay signed in until you sign out before the timer expires.

• Sign Out: Allows you to sign out of the Agent Desktop

A countdown timer appears on the Prolonged Inactivity dialog box oneminute before the configured timeout
occurs.

Step 2 If you are automatically signed out, click OK to close the dialog box.

Apply a Wrap-Up Reason
A wrap-up reason indicates why a customer called the contact center, and records your experience assisting
the customer to resolve the queries. Your enterprise uses this information to measure the effectiveness and
success of the contact center.
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A wrap-up reason is applied after you end your interactions with the customers. Select a wrap-up reason in
the following scenarios:

• When you end an active voice call, chat, or social messaging conversation with a customer.

• When you transfer an active voice call, chat, email, or social messaging conversation request.

• When you send an email reply to a customer.

• When the customer ends an active voice call, or chat request.

Before you begin

To apply a wrap-up reason, you must have an active interaction with a customer.

Procedure

Step 1 Click End or Transfer or Send based on your scenario.

The Wrap Up Reasons dialog box appears.

The timer, and the wrap-up reasons that appear in the Wrap Up Reasons dialog box are configured by your
administrator.

Step 2 (Optional) Click Cancel Auto Wrap Up to prevent the desktop from wrapping up automatically.
Step 3 You can either select the required reason from the drop-down list or use the search field to filter the list. You

can select only one wrap up reason at a time.

• The count up timer appears next to the Wrap Up state indicating the time that has elapsed
since you ended the interaction.

• The count down timer appears on the Wrap Up Reasons dialog box indicating the time that
is left before the interaction is auto wrapped up. If you do not select a wrap-up reason before
the timer reaches zero, the default wrap-up reason is submitted during auto wrap-up.

Note

Step 4 Click Submit Wrap Up.

Remove Terminated Interaction
A customer interaction (voice or digital) may become unresponsive when an API request or an event fails to
load data on the Interaction Control pane. When the interaction is not responsive, you cannot perform any
operation (Hold, Transfer, Consult, End). Your administrator can either end an unresponsive customer
interaction or force sign you out from the Agent Desktop.

The Interaction Terminated dialog box appears on the Agent Desktop in the following scenarios:

• If your administrator ends the customer interaction.

• If you are on a consult or conference call with another agent and your administrator signs you out. The
consulted or conferenced agent is informed.
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Before you begin

• Contact your administrator. Your administrator must end the unresponsive customer interaction.

• The Interaction Terminated dialog box must be displayed on the Agent Desktop.

Procedure

Step 1 Click OK on the Interaction Terminated dialog box.

The customer interaction is removed from the Agent Desktop. The Contact History tab does not display the
interactions that are removed by your administrator.

Step 2 (Optional) Click the Error Details link.
Step 3 (Optional) Click Copy Tracking ID.

Share the copied tracking ID with your administrator to resolve the issue. For more information, see Resolve
Desktop Issues, on page 8.

In the Agent Interaction History pane, the wrap-up reason appears as N/A because the interaction is not
wrapped up.

Resolve Desktop Issues
When there is an API request failure or event failure to load data on the desktop, you are notified with an
error message. You can copy the tracking ID of the error and share the details with your administrator to
debug the issue.

If you experience problems with the desktop, you can send the desktop logs to your administrator for
investigating the issue. For more information, see Download Error Report, on page 15.

Note

Procedure

Step 1 Click the Error Details link in the error dialog box.
Step 2 Click Copy Tracking ID.

Share the copied tracking ID with your administrator to debug the issue.

Screen Pop
A screen pop is a window or tab that appears on the Agent Desktop. Screen pops trigger based on the events
that are configured by your administrator.
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Screen pop provides more information about the request. For example, your administrator creates a workflow
to trigger a screen pop when you accept an incoming call, with display option as a tab in theAuxiliary
Information pane. When you accept an incoming call, the screen pop appears under the Screen Pop tab in
the Auxiliary Information pane of the Agent Desktop.

When you accept a request, the screen pop notification appears on the Agent Desktop, indicating that the
request is associated with a screen pop. Based on the display options, you can view the screen pop on the
Agent Desktop.

Your administrator configures the screen pop to be displayed in one of the following ways:

• In the existing browser tab, to replace the previous screen pop.

• As a new browser tab without affecting the existing screen pop.

• As a sub tab within the Screen Pop tab in the Auxiliary Information pane.

• As a screen pop custom page, which can be accessed by clicking the Screen Pop icon on the Navigation
bar.

• As one of the widgets on the custom page, which is accessed by clicking the custom icon on the Navigation
bar.

If you closed a screen pop accidentally, you can access it again by clicking the screen pop link in the
Notification Center. For more information, see Access Screen Pop, on page 10.

Note

Screen pop displays the customer details based on your currently selected interaction. For example,

• When you accept an interaction from the customer Jane Doe, the Screen Pop tab in the Auxiliary
Information pane or the custom page displays the screen pop that is associated with Jane Doe.

• When you move from one customer Jane Doe to another customer Will Smith, the Screen Pop tab in
the Auxiliary Information pane or the custom page displays the screen pop that is associated with Will
Smith.

Your administrator can configure more than one screen pop for a request. The screen pops appear as sub tabs

under the tab named Screen Pop. To maximize a screen pop displayed in the sub tab, click .

When you submit a wrap-up reason for a request, the associated screen pop in the Auxiliary Information pane
or in a custom page is closed.

• If a screen pop is configured in a custom page, the Screen Pop icon appears on the Navigation bar,
irrespective of whether you have accepted or ended a request.

• If you configure the screen pop in a custom page in the desktop layout but don't define the workflow in
the Flow Designer, the custom page appears blank.

Note
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Access Screen Pop
To access a Screen Pop which you closed accidentally:

Procedure

Step 1 Click the (Notification Center) icon on the horizontal header.

The drop-down list displays the Screen Pop Deliveredmessage, the time elapsed, and the Automatic Number
Identification (ANI) of the voice call.

Step 2 Click the Screen Pop hyperlink. The display text for the Screen Pop hyperlink is defined by your administrator.
Based on the routing configuration that your administrator has set in Flow Designer, you can see either the
customized display text or the Reopen Screen Pop hyperlink.

The Screen Pop is displayed in either of the following ways:

• In the existing browser tab, replacing the previous Screen Pop

• As a new browser tab without affecting the existing Screen Pop

• As a new tab in the Auxiliary Information pane

• As a custom page

• As one of the widgets in the custom page

User Profile
The User Profile icon is displayed at the top-right corner of your Desktop.

When you click the User Profile icon, the following information is displayed:

• Profile picture

If your profile picture is not configured, the initials are displayed based on the
first name and last name. You can configure your profile picture while activating
your account or later on your Cisco Webex profile page. For more information,
see Add Your Profile Picture.

Note

• Username

• Phone Number

• Team: View or edit the current team to which you are associated. For more information, see Change
Your Team, on page 11.

• Channel Capacity: The number of contacts that you can handle on each media channel at a given time.
For more information, see View Channel Capacity, on page 13.
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• User Settings: The following options appear in the User Settings section:

• Notification Settings: Settings to display the desktop notifications and alerts. For more information,
see Enable or Disable Notification Settings, on page 13.

• Reset Entire Desktop Layout: The option to restore the default desktop layout view configured
by your administrator. For more information, see Reset Desktop Layout.

• Switch to Dark Mode: The toggle button to enable or disable the dark background theme of the Desktop.
The dark mode selection is retained until you clear the browser cache.

• Help: The following options appear in the Help section:

• Keyboard Shortcuts: The option to access the keyboard shortcut list. For more information, see
Access Keyboard Shortcuts.

• Download Error Report: The option to download error reports. Formore information, see Download
Error Report, on page 15.

• Sign Out: The option to sign out from the Desktop. For more information, see Sign Out from the Desktop.

Change Your Team
You can change your team when you have no active contact request or conversation.

Before you begin

• You must be signed in to the Desktop. For more information, see Sign In to the Agent Desktop.

• You must be associated with more than one team.

Procedure

Step 1 Click User Profile at the top-right corner of the Desktop.

• By default, the Team section displays your current team that was selected in the Station
Credentials dialog box at the time of signing in.

• You cannot change your team if you have active tasks, interactions, or incoming task requests.
The Team option is disabled.

Note

Step 2 Click Team.
Step 3 In the Team section, choose a team from the Team drop-down list or use the search field to filter the list.

Team names are displayed in alphabetical order. By default, your current team is selected.Note

Step 4 Click Save Selection.

The Save Selection is disabled when you are not associated with more than one team.Note

A prompt message appears to confirm the team change.
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Step 5 Click Change Team.

A successful team change message is displayed. The desktop layout and the routing strategy (voice or digital
channel) of the new team are applied.

Change Your Dial Number or Extension
You must be signed in to the Desktop.

To change your dial number or extension:

Procedure

Step 1 Click User Profile at the top-right corner of the Desktop.

• If you had checked the Remember My Credentials check box at the time of signing in, the
Dial Number/Extension section displays your DN or extension that was selected in the
Station Credentials dialog box at the time of signing in.

• If you had not checked the Remember My Credentials check box at the time of signing
in, the DN or extension in the Dial Number/Extension section is not populated.

• You cannot change your DN or extension if you have active tasks, ongoingmonitoring tasks,
interactions, or incoming task requests. The Dial Number/Extension option is disabled.

Note

Step 2 Click Profile Settings.
Step 3 In the Dial Number/Extension section, choose a radio button:

• Dial Number: Select the US Format radio button or Other radio button to enter the dial number.

• Dial Number: Check the International Dialing Format check box. Choose the country code based on
your geographical location from the drop-down list. Enter the dial number.

Uncheck the International Dialing Format check box to use another dial number format. Enter the dial
number.

• Extension: Enter the calling extension.

Step 4 (Optional) Check the Remember the above details for future sign-ins check box to remember the updated
details. The next time you sign in to the Desktop, the updated dial number or extension appears in the Station
Credentials dialog box.

When you uncheck the Remember the above details for future sign-ins check box, Desktop
doesn’t consider the previously entered credentials. When you sign in to the Desktop the next
time, the previously entered credentials aren’t available.

Note

Step 5 Click Save Selection.

A message appears, prompting you to confirm the phone number or extension change.

Step 6 Click Confirm.
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A confirmation message appears, indicating that your phone number or extension change was successful. The
new phone number or extension is applied.

The earlier phone number or extension is applied if saving the changes fails.Note

View Channel Capacity
Your administrator configures the number of contacts that you can handle on each media channel at a given
time based on your multimedia profile, including the queue in the specific channel.

• To view the channel capacity, click User Profile on the top-right corner of your Desktop.

The Channel Capacity section displays the routing type and the number of contacts that you can handle
on each media channel.

The media channels include Chat, Email, Voice, and Social. For example, if the number is stated as 1 against
the media channel badge Voice and 3 against Chat, then you are allowed to receive only one incoming voice
call and three chat requests.

The media channel badges are highlighted only if the capacity is allocated. For example, consider that the
number of contacts that you can handle for Voice is configured as 1 and for Chat as 0, then the media channel
badge for Voice is highlighted, and for Chat is grayed out.

Note

The following are the media details:

DetailsRouting Type

Allows you to handlemultiple contacts simultaneously across
all channels. For example, Chat–2, Email–4, Voice–1, and
Social–2.

Blended

Allows you to handle onemandatory real-time channel, either
voice or chat, along with other configured channels. For
example, Email–4, and Voice–1.

Blended Real-time

Allows you to handle only one contact at a given time. For
example, Voice–1.

Exclusive

Enable or Disable Notification Settings
Notifications keep you in the loop by letting you know that something new has happened which may require
your attention. The desktop notifications include alerts, new messages, state changes and so on. For more
information, see Desktop Notification.

To enable desktop notifications:

Working with Agent Desktop
13

Working with Agent Desktop
View Channel Capacity

webexcc_b_20-desktop-user-guide_chapter1.pdf#nameddest=unique_44


Before you begin

You must be signed in to the Desktop. For more information, see Sign In to the Agent Desktop.

Procedure

Step 1 Click User Profile at the top-right corner of the Desktop.
Step 2 In the User Settings section, click Notification Settings.
Step 3 Click theEnable Notifications toggle button to enable or disable the display of notifications on your desktop.

• When you have enabled the notifications, the (Notification Center) icon is displayed on
the horizontal header.

• By default, the Enable Notifications toggle button is enabled.

Note

Step 4 Click the Enable Silent Notifications toggle button to enable or disable the display of visual desktop alerts.
When you enable silent notifications, the desktop alerts are delivered to the Notification Center. For more
information, see Access Notification Center, on page 14.

By default, the Enable Silent Notifications toggle button is disabled.Note

Step 5 Click the Enable Sound Notifications toggle button to enable or disable the desktop notifications to play
sound. You can use the slider to adjust the volume.

a) Click to mute the sound, and to unmute the sound, click .

b) Click to listen to the default sound.

By default, the Enable Sound Notifications toggle button is enabled, and the volume is set to
80 percent.

Note

Your changes to the Notification Settings are retained until you clear the browser cache. When you sign out
and sign in again, the default values are assigned to the Notification Settings.

Access Notification Center
The Notification Center displays desktop alerts and notifications.

To access the Notification Center:

Before you begin

Ensure that you select the Enable Notifications option under the Notification Settings section to access the
Notification Center. For more information, see Enable or Disable Notification Settings, on page 13.

Procedure

Step 1 Click the (Notification Center) icon on the horizontal header.
The list of all unread notifications is displayed, along with the time elapsed after each notification.
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Step 2 (Optional) Click Mark All as Read to mark all of your messages as read and clear the unread notifications.

• The icon displays a badge indicating the number of unread notifications (for example, ).

• The desktop notification can be stacked, and can be automatically dismissed or closed by
you. Click Ignore Notifications to dismiss the notifications.

• The desktop notifications are cleared when you sign out of the desktop.

Note

Change Speaker and Microphone Settings
You can change default speaker and microphone settings in the agent profile. You can personalize your audio
options and use a headset when you're in the office. If you work remotely, you can switch to a speaker or
microphone connected to your device. The calling experience is better at both sides with an external microphone.

Before you begin

• You must be signed in to the Desktop. For more information, see Sign In to the Agent Desktop.

• Connect external microphones to your system.

Procedure

Step 1 Click User Profile at the top-right corner of the Desktop.
Step 2 In the User Settings section, click Speaker and Microphone.
Step 3 Configure the speaker and microphone settings:

a) From the Speaker drop-down list, choose the type of speaker.

b) Click to mute the speaker. To unmute, click .
c) Click Test to test the volume level.
d) From the Microphone drop-down list, choose the type of microphone.

e) Click to mute the microphone. To unmute, click .
f) Click Test to test the volume level.

Download Error Report
If you experience problems with the desktop, you can send the desktop logs to your administrator for
investigating the issue.

Before you begin

You must be signed in to the Desktop. For more information, see Sign In to the Agent Desktop.

.
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Procedure

Step 1 Click User Profile at the top-right corner of the Desktop.
Step 2 In the Help section, click Download Error Report.

After the desktop downloads the error report successfully, you can share the report with your administrator
to investigate the issue.

• You can download the error report even when the desktop is recovering from the connection
failure.

• If your browser freezes or crashes before you can click the Download Error Report option
and you must restart your browser, do not click the Download Error Report option right
away.

When you restart the browser, the logs are no longer available. Wait until the desktop starts
to exhibit the problem again and then select the option.

Note

Webex App
The Webex App offered by Cisco is an enterprise solution for video conferencing, online meetings, screen
sharing, and webinars. For more information, see https://www.webex.com/all-new-webex.html.

Webex App along with its messaging, calling, and meeting functionalities, is configured within the Agent
Desktop. This allows you to collaborate with other agents, supervisors, and subject matter experts (SMEs) of
your organization without navigating away from the Agent Desktop. However, call control is not available.
To receive and make calls, you still require the external, non-embedded Webex App. For more information,
see Calling Apps.

Your administrator configures the Webex App feature by updating the desktop layout.

The supervisors and SMEs must download the Webex Client on their system (personal device) or access
Webex App by using Webex App for Web (https://web.webex.com/). The Webex Client refers to Webex App
downloaded on your system (personal device). For more information, see Download the App.

If you have set your availability to Do Not Disturb (DND) on the Webex Client, the browser notifications for
incoming voice calls are not displayed on the Agent Desktop. For more information on accessing the Webex
Client as an endpoint device, see Agent Devices.

Note

Notifications

Notifications alert you on newWebexApp events that require your attention. Notifications appear irrespective
of whether you are using Webex App or not. For more information, see Notifications.
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• Webex App within the Agent Desktop supports only Do Not Disturb (DND) and not any preferences
specified in notifications (Settings > Notifications).

• Even when you set your availability to DND, you may receive notification on the Agent Desktop in the
following scenario:

Consider you signed in to the Agent Desktop, set your availability to DND, and did not minimize or
close Webex App within the Agent Desktop. Meantime, you accessed Webex App in other instances
(Webex Client or Webex App for Web). You may receive a notification. However, when you click the
notification or accessWebexAppwithin the Agent Desktop, then further notifications will not be displayed
on the Agent Desktop.

Note

Toaster Notification—Browser

If Webex App or the Agent Desktop is inactive, the browser toaster notifications are displayed. For more
information, see Toaster Notification—Browser.

You must allow browser toaster notifications for the Webex App for Web (https://web.webex.com/) by
selecting the option when prompted, or by enabling the permissions on your browser settings. For more
information, see the site permission section of your browser settings.

If you are usingWebex Appwithin the Agent Desktop and theWebex Client, you will receive two notifications.
That is, on the Agent Desktop and the Webex Client. It is highly recommended to sign out from the Webex
Client for the best user experience within the Agent Desktop.

Note

Desktop Notification

If you have minimized or closed Webex App, the desktop notifications are displayed on the Agent Desktop.
For more information, see Desktop Notification.

The Webex icon displays a badge (for example, ) indicating the number of unread conversations. Webex
App notifications are not included in the Notification Center.

If you have set your availability to DND, the notifications are not displayed on the Agent Desktop for voice
calls and conversations. However, the Webex icon displays a badge indicating the number of unread
conversations and missed calls.

Note

Limitations

When you change the width of the Agent Desktop and Webex App, the elements such as icons and search
text box are overlapped in Webex App. The default size of Webex App displayed on the Agent Desktop is
900 x 600 pixels (width x height).

The preferred width to view the elements in Webex App:

• When theNavigationmenu and thePeople and Spaces List pane inWebexApp are expanded: Preferred
width of Webex App is 800 pixels or more.
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• When theNavigationmenu and the People and Spaces List pane inWebex App are collapsed: Preferred
width of Webex App is 660 pixels or more.

Access Webex App
To access Webex App within the Agent Desktop:

Before you begin

You must be signed in to the Agent Desktop. For more information, see Sign In to the Agent Desktop, on
page 1.

Procedure

Step 1 Click the (Webex) icon displayed on the horizontal header. Alternatively, you can access Webex App by
using the keyboard shortcut Ctrl+Shift+3.

Webex App window appears at the bottom-right corner of the Agent Desktop. The default size of Webex App
window displayed is 900 x 600 pixels (width x height). For more information, see Limitations, on page 17.

By default, the Welcome Space page is displayed along with a welcome message.

• Webex App does not require you to enter your sign-in credentials again because Single
Sign-On (SSO) is supported.

• When you close the web browser without signing out from the Agent Desktop and access
the Agent Desktop again in the same browser, the Webex App window appears without

clicking the icon.

• If you have not activated your Webex App account or have trouble signing in to Webex
App, contact your administrator. For more information, see Sign-In Issues with Webex.

Note

Webex App supports a responsive view that enables easy reading and navigation across screen resolutions.
For more information, see Responsiveness, on page 3.

For more information on Webex App user interface, see Your User Interface.

Step 2 You can perform the following tasks in Webex App:

• Send a message to another agent directly or to a group space, organize your messages, and share content.
For more information, see Message.

• Call another agent and set up calling preferences. For more information, see Call.
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• You receive an audio alert for an incoming call.

• You can receive an incoming call from a customer on the Agent Desktop and from a
colleague on Webex App at the same time. It is a good practice to accept the incoming
call from the customer first.

• When you accept an incoming call on Webex App, the timer appears against the name.
When minimized, Webex App is displayed as a floating bar and the timer is displayed
on it.

• When you are handling an inbound or outdial call with a customer, you can still receive
an incoming call from a colleague on Webex App. It is a good practice to end your
voice call with the customer first and then attend the call on Webex App.

• When you are busy with customer interactions or need some time to work without being
interrupted by messages or calls, you can set your availability to Do Not Disturb (DND)
on Webex App. For more information, see Let People Know You're Busy.

Note

• Schedule meetings, set up your meeting preferences, and record meetings. For more information, see
Meet.

• When you accept a meeting request onWebex App, the timer appears against the room.
When minimized, Webex App is displayed as a floating bar and the timer is displayed
on it.

• Your administrator defines the meeting privileges for your Webex Enterprise Edition.

Note

• Update your profile, status, notifications, and background. For more information, see PersonalizeWebex.

• The profile picture displayed on the Agent Desktop and Webex App user profile are
the same.

• By default,Webex App displays the background theme of the Agent Desktop. However,
you can change the background theme of Webex App either to Default or to Light
(Settings > Appearance).

• Webex App background theme takes precedence over the Agent Desktop
background theme.

• If you reload or sign out of the Agent Desktop and sign in again, Webex App
displays the Agent Desktop background theme.

Note

For more information on Webex App functionalities and usage, see Welcome to Webex.

Step 3 (Optional) To drag or resize Webex App, perform the following:

• To dragWebex App, hover the mouse pointer over the header ofWebex App. The mouse pointer changes
to . Click and drag Webex App to the required position.

• To resize Webex App, hover the mouse pointer over the border of Webex App. The pointer changes to

or (sizing handle) based on the placement of the pointer. Click and drag the sizing handle to
resize Webex App.
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• You cannot resize Webex App beyond the minimum width and height of 480 x 320 pixels. This ensures
that the content in Webex App remains readable.

• To maximize Webex App, click . When Webex App is maximized, Agent Desktop notifications are
displayed at the top-right corner of Webex App.

• To minimize Webex App, click . Alternatively, use the keyboard shortcut Ctrl+Shift+1. When
minimized, Webex App is displayed as a floating bar, and it can be dragged to the desired position on
the Agent Desktop.

• To restore the minimized Webex App, click the Webex App floating bar. Alternatively, use the

keyboard shortcut Ctrl+Shift+1 or click .

• To close Webex App, click .

• To open the closed Webex App, click . Alternatively, use the keyboard shortcut Ctrl+Shift+3.

• The floating bar, size and position of Webex App are persistent even when you switch between pages,
or reload, or sign out of the Agent Desktop, and are retained until you clear the browser cache.

You cannot sign out of Webex App from the Agent Desktop. When you sign out of the Agent
Desktop, you are also signed out of Webex App. For more information, see Sign Out from the
Desktop, on page 21.

Note

Resolve Webex App Issues

To resolve any issues on Webex App, you can perform the following:

• Share the tracking ID of the error. For more information, see Resolve Desktop Issues, on page 8.

• Share the Agent Desktop logs. For more information, see Download Error Report, on page 15.

• Send logs from Webex App (Profile and preferences > Help > Send Logs). For more information, see
Support for Webex.

• Clear the browser cache and try signing in to the Agent Desktop again.

Add Emojis in WhatsApp Conversation
Agents can add emojis in the reply and make the conversation effective and interactive.

Procedure

Step 1 Click the Emoji icon in the compose box.

A modal with the list of configured emojis appears on the screen.
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Step 2 Click the required emoji to add it to the conversation.

Sign Out from the Desktop

Do not close your browser to sign out from the Desktop. You cannot sign out from the Desktop if you have
an active conversation. Wrap up all your active conversations before you sign out. For more information, see
Apply a Wrap-Up Reason, on page 6.

Important

To sign out from the Agent Desktop:

Before you begin

Complete your active conversation with the customer.

Procedure

Step 1 Ensure that your state is set to Idle. Click User Profile at the top-right corner of the Desktop.
Step 2 Click Sign Out.

• If you are in the Available or Idle state without any ongoing conversations, your supervisor
can sign you out of the Desktop. You must sign in again to access the Desktop. For more
information, see Sign In to the Agent Desktop, on page 1.

• You are prompted with the confirmation message before you sign out.

Note
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