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About this document 
This document contains a general functional description of Mobile Office for Genesys 
PureConnect. 

IMPORTANT 

Remarks about this document should be sent to: 

stijn.brebels@idealsystems.be 

Indicate the version of the document and the section for which the remark applies. 
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1. GENERAL OVERVIEW 

1.1. General introduction 
With Mobile Office for Genesys, we provide you the ability to extend the customer journey 
and communication to virtually anyone in your company or organization by mobilizing the same 
tools agents use in your contact center onto the mobile devices in your company.  

Branch managers, field technicians, home workers, store managers, anyone can now handle 
customer interactions without losing the ability to manage and monitor the interaction.  

Mobile Office for Genesys is a mobile agent solution on smartphone and tablet, fully integrated 
with and extending the reach of Genesys to your company’s branches and mobile workers.  

Anyone in your organization can now blend valuable interactions with their own activities using 
the customer’s preferred channel all from their mobile device. 

 

Our framework offers strong benefits for customer handling: 

• Mobile Office users can be located anywhere in or out-side the company. The Mobile 
Office Server works as an entry point to the Genesys environment 

• In order to be functional, the app does not need to be running. Even when the app is 
killed, the agent will receive interactions via push notifications which will awake the 
app 

• As the same technology/server component is used as in Genesys Web Office, 
integration is possible with all available Genesys communication channels: different 
interaction types (Voice, Email, Chat, Generic interactions, …) can be routed to agents 
with the best or most suitable  skills or can be outsourced to a third party without any 
infrastructure requirements for the third party. A full 360° view of all customer 
interactions is maintained, even when handled by a third party. 

• Your company keeps full control of all customer interactions, even while parts are 
outsourced. 

• A large portion of the app is configurable in the Genesys configuration layer: change 
the behavior of the app, without having to make any deployments. 

• The app is supporting code push technology, which makes it possible to push new app 
versions without requiring action by the user (app update is retrieved when the app 
starts) 
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1.2. High level architecture 
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The MO Server component comes a bundled J2EE application (.war) which is deployed on a 
java application server. 

This component uses the Interaction Center Web Services (ICWS) and IceLib to handle 
communication with the Genesys layer. 

In case of a ‘PureConnectCloud’ deployment, only ICWS services are available. In this case 
the ‘Interaction Tracker’ and ‘Quality Management’ functionalities of the app won’t be 
available. 

In case of a PureConnect Premise installation, an IceLib proxy is installed on Microsoft 
Internet Information Services to deliver specific functionalities which aren’t available in 
the out-of-the-box ICWS. 

 

The following types of communication are present on server-level 

- Communication with Genesys components 
o HTTPS towards ICWS 
o TCP towards IceLib 

 
- Communication with Apple / Google Cloud 

o In case of Apple: Apple Pushkit 
o In case of Google: Google Firebase Messaging (successor of Google Cloud 

Messaging) 
o In both cases, this is an HTTP(S) communication, in order to deliver 

interaction notifications when the mobile app is not running 
 

- Communication with the app 
o The app will call REST calls via HTTP(S) in order to execute actions in the 

Genesys layer 
o The server will send events using HTTP(S) web sockets to the app 

 
Note: the web socket is only open while the app is in the foreground, or an 
active interaction is present. In other cases, communication between server 
and app is achieved using Cloud Messaging (goal: optimize battery life) 
 

- Communication with 3rd party systems 
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o As the server is a J2EE application, the possibilities are practically endless: 
webservices, EJB, … (this type of integration is achieved through server 
customization) 

1.3. Internal architecture 
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1.3.1. Front-end application 

The MO frontend application is written in React Native and is cross-platform (Android, IOS – 
for supported devices & OS, see chapter ‘Client Requirements’). 

All configuration for the application, such as 

- Labels 
- Transfer workgroups 
- Notready reasons 

Is either stored inside the standard Genesys configuration (status codes, workgroups,..) or is 
provisioned with the Office Server Configuration layer (dedicated database). 

Code Push functionality is foreseen in the app, which means that specific changes can be 
pushed to the devices, without the need to provision a complete new app version. Of course, 
a classic approach where app versions are pushed through a MDM (Mobile Device Management) 
is also possible. 
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1.3.2. Back-end server 

1.3.2.1. Communication with the Genesys layer 

The MO Server uses Interaction Center Web Services (ICWS) as primary way to communicate 
with Genesys. In this setup, specific JSON packages are exchanged to allow CTI functionality. 

Some components (Interaction Tracker history, Quality Management for listening to 
recordings) aren’t offered in ICWS. To overcome this limitation, a specific ‘proxy’ towards 
IceLib is available, which allows the MO server to communicate with these components in 
REST. (The IceLib proxy is a component which is installed on a Microsoft IIS, present on the 
Office Server VM. No additional installation required in Genesys). 
 

1.3.2.2. Configuration 

The Office server holds configuration in different level 

- Specific configuration for an instance (logging path,..): a local xml file on the server 

- Shared configuration 

o Either directly in the Genesys layer (status codes,..) 

o Either in the Office server configuration database 

 

The Office Server configuration database is a dedicated database for Office Server, in which 
options can be stored. Management is possible via an administrator GUI (web). 

 
Configuration is taken on-the-fly in the server component – for some modifications a logout-
login on app level may be required. 

 

1.3.2.3. Customization center 

MO is built upon a Customization Centre, which allows to easily make custom modifications in 
the MO code, while keeping the possibility to easily perform upgrades in case a new server 
version becomes available. 

 

Third party integration can be added with this customization center. As the server is java-
based, the possibilities are nearly endless: 

- Webservice integration 

- EJB 

- ActiveMQ 

- … 
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2. FUNCTIONALITIES 

2.1. General functionality overview 
Different channels are integrated in the Mobile Office client, including 

- Voice (inbound) 
- Web chat 
- Generic interactions 
- Email 

 

2.1.1. Agent login 

Out-of-the-box, Mobile Office comes with a login screen which requests a username, 
password and the PSTN number. 
 

         
On first usage, the OS may present a confirmation dialog for specific permission 

 

The username and password correspond with a user in the Genesys configuration layer. 

The extension should correspond with the PSTN number of your mobile device (this is to ensure 
the voice flows are routed to your mobile phone). Due to Apple/Google limitations, this cannot 
be read directly from your phone – but you only need to enter it once, since it is remembered 
automatically. 

When the ‘remember password’ box is checked, the password entered is stored on the device 
(in a secure storage/keychain). 
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Based on the username, the profile of the agent is retrieved. In this profile is defined – via the 
Genesys PureConnect licenses – which media will be available during your session. 

In case the password of the user is expired, a specific dialog will be shown, allowing the user 
to modify/update his password. 

2.1.1.1. Alternative solutions 

Due to limitations of ICWS, authentication is always mandatory with username/password. 
The user can use the checkboxes to remember the data entered, which will provide ‘a way’ 
of SSO. Other SSO possibilities are, unfortunately, currently not possible. 
 

2.1.2. Agent logout 

To logout, the user can choose the ‘logout’ option from the main menu (visible by clicking the 
menu icon) 

 

   

 

While logging out, a message is shown in the interface, indicating that the app is not usable. 
 
When logging out, based on configuration, the state of the user is either 

- Changed into a specific notready reason 
- Kept as-is, meaning that PureConnect can still route interactions, however the app 

will not be active. 

Also for the status after login, configuration allows to define the behaviour: keep the current 
status, or change the status into a specific notready reason. 
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2.1.2.1. Inactivity 

An inactivity timer mechanism is in place, to prevent the user from being logged onto the app 
if he is no longer using the app. 

The timer starts working in case 

- App is no longer in the foreground (exception: in case the user is having a voice 
interaction via the Genesys layer, the timer does not start) 

- App is killed 

 

(trigger on technical level is the closure of the websocket between the Mobile Office server 
& application)The timer is using the following timeouts 

- 30 minutes: silent notification 
o Used to check whether app is still present on the device. No visual popup is 

made 
 

- 60 minutes: keepalive notification 
o A notification is shown to the end-user, asking him whether he still wants to 

use the app 
 
 

  
 

- Additional 5 minutes 
o If the user does not respond by clicking the notification (which will start the 

app and show the main interface), the agent is logged out from Genesys, and 
a notification is shown to the user 

 
 

  
 

All delays are configurable in the configuration database. 
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2.1.2.2. Logging out existing session(s) 

By default, when a user logs in via Mobile Office, any open session in the Genesys layer will 
be logged out. 

 

In case you resume the app, but your session is no longer present (logged out by the server 
due inactivity, another device logged in with the same credentials) the screen below is shown. 
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2.1.3. General functionality 

After a successful login, the mobile app appears and the user is in the notready state for the 
channels linked to his profile. 

 

 

 

The app can be splitted in the components below 

- Header 
o Avatar of the agent 

▪ In the app it is possible to upload your avatar using the camera 
plugin. This avatar is stored in the configuration database 
 

o WebRTC connection status 
▪ In case WebRTC (voice over the data network) is used, an icon at the 

right side indicates the current connection status. By clicking the 
icon, a reconnection (also done automatically) can be forced. 
 

- Main interface 
o While no interaction is present 

▪ The available media during the agent’s session are displayed with an 
icon. By clicking the icon, the ‘create interaction’ dialog for this 
particular channel is shown (dialpad for voice, new email for 
email,..) 

▪ In case of a ‘notready’ state, the name of the state is also displayed, 
together with a counter, indicating how long the agent is in this 
particular state. 

▪ In case the app is killed, the counter will be retrieved/continued 
based on data available in the genesys layer 
 

o While interaction present 
▪ When interaction(s) are present, within this part of the interface the 

interaction handling functionality is presented 
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- Status bar 
o The statusbar is used to show the current status of the connection between 

the app and the MO server 
o At the right, a loading icon (spinner) is shown while actions towards the MO 

server are being executed (ex. Pickup interaction,…) 
 

 

2.1.3.1. Agent management 

The state of the agent is visible via the text shown in the main interface, and the color of the 
ellipse around the agent 

State Ellipse color 

Ready 

 

Notready (with specific AUX 
reason) 

 

Aftercallwork (followup) 

 

 

The ellipse color is defined, based on the status of the agent 
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2.1.3.1.1. Selecting an AUX reason 

In the app, whenever the avatar is clicked the AUX menu opens. Inside, a series of AUX reasons 
is shown. The ‘READY’ reason is always shown on top (and in green). The set of available AUX 
reasons is shown based on configuration from the PureConnect layer (via configuration a 
dedicated set can be defined for MobileOffice) 

 

 
 

When clicking the X-icon ,the menu is closed, and no state change is executed. The current 
reason which is active is displayed in bold. 
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2.1.3.2. Menu 

The menu can be launched by clicking the icon in the application  

 

       
 
The following sections contain more information about the different functions available in the 
menu. 
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2.1.3.2.1. Avatar selection 

The first time the agent logs in , no avatar will be available. At any time, the agent can link 
an avatar to his profile by clicking the avatar icon in the menu. 

At this time, the camera plugin will be launched. Depending on the OS , a dialog may be shown 
where the app asks for permission to use this plugin. 

 

On the avatar is linked to the profile, it is stored in the MobileOffice configuration DB. This 
means that, if the user would log onto another device, his avatar comes along. (When changing 
user on the same device, automatically the avatar for the correct profile is retrieved) 

 

 
 

  



Functional Guide Mobile Office for Genesys PureConnect Page 16 of 103 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.1.3.2.1. Workgroups 

In the workgroups module, the list of available workgroups for the user is displayed. Using the 
icons shown at the right side of the screen, workgroups can be enabled/disabled.  

 

 
 

Each workgroup with ACD Queue is represented by an icon (at the left). This is achieved via 
configuration in the Ideal Admin console (a set of icons is available from which you can choose) 

 

 
2.1.3.2.2. Dashboard 

The dashboard links opens the standard (main) interface which is also the default page shown 
when the app is resumed (or the user is logged in) 
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2.1.3.2.1. New interaction 

In this module, you can create outbound interactions from your phone. The items proposed 
depend on the available channels for your session (based on license + permissions). 
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2.1.3.2.1.1. New phonecall 

In the dial module, you can create outbound calls from your phone. 

 

      

 

Using the ‘top’ selection, you can choose a queue to dial out (on behalf of). Genesys Cloud 
uses this to define how the call (ANI/number) is presented to the callee. This is a non-
mandatory item. 

Any selection made in this combobox is preserved for the next usage. Using configuration, 
the initial queue selected in this combobox can also be set. 

By clicking in the ‘number’ field, the numeric dialpad is presented, which allows you to form 
the number. Alternatively, you can click the icon at the right side which will launch the 
phonebook (local + enterprise/cloud phonebook) to pick a number from. 

When finished, by clicking the green ‘V’ icon, a new call will be initiated on behalf of the 
Genesys platform. This means that an interaction will popup in the MO interface, and that a 
new PSTN call will be routed to the agent’s phone, which he will need to accept first (in 
case the ‘remote phone capability’ is used). 
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2.1.3.2.1.2. New email 

In this module, a new email can be initiated. 

 

      

 

Using the ‘top’ selection, you can choose a queue to create the mail on (on behalf of). 
Genesys Cloud uses this to define how the mail will be presented towards the end-user (mail 
address/…) 

Any selection made in this combobox is preserved for the next usage. Using configuration, 
the initial queue selected in this combobox can also be set. Queue selection is mandatory for 
emails. 

By clicking in the ‘email’ field, the textpad is presented, which allows you to form the 
email. Alternatively, you can click the icon at the right side which will launch the phonebook 
(local + enterprise/cloud phonebook) to pick an address from. 

When finished, by clicking the green ‘V’ icon, a new email will be initiated on behalf of the 
Genesys platform. This means that an interaction will popup in the MO interface, and that 
Genesys platform will send it towards the client afterwards (no direct SMTP mailing using 
your phone email accounts). 
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2.1.3.2.1. CRM 

This module – when configured – allows to query for CRM data. It can be used to 
search/visualize CRM data outside an interaction, and allows to be used as a dialer/link to 
other CRM apps. See the dedicated ‘CRM’ chapter for more information. 
 

2.1.3.2.2. Statistics 

Via the menu, the ‘statistics’ module can be visualized. In this page, information about the 
personal performance of the agent is visualized. 

 
Statistics are retrieved via ICWS. By default, the ‘Time in available’ (ready time) is shown. 
Using customization, other statistical information can be retrieved over ICWS 
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2.1.3.2.3. Todays interactions 

In the ‘todays interactions’ overview, a list of interactions is visualized which represent the 
calls treated by the agent. 

 

 
 

Only voice interactions are shown. The information is retrieved from ICWS, so even if the user 
had another session on the web interface (interaction connect), data will still be visible inside 
Mobile Office. 

 

Whenever the agent clicks an interaction, a preview is shown (see ‘contacts’ for more 
information) 
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2.1.3.2.4. Contacts 

Similar to the ‘todays interactions’ view, this page allows you to browse the Interaction tracker 
database. In this view, it is possible to search contacts, rather than the personal history of an 
agent. 

 

In the search field you can enter a search phrase (minimal 3 characters). Automatically, the 
database is searched for contacts having this search phrase (contains) for 

- First name 

- Last name 

- Email address 

- Telephone number 

 

 
 

 By swiping a contact to the right, buttons appear, which allow the user to create interactions 

- Outbound phonecall 

- Outbound email 

 

 
 

(The buttons that appear depend on the contact information known (email/phonenumber), 
and on the available channels for the agent). 
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The list of results is sorted alphabetically (on First name). By clicking the ‘>’ icon next to a 
result, you can visualize the history preview for this contact. 

 

 
 

The list of interactions for this contact is sorted historically: newer interactions on top. In 
case interactions are linked inside the Genesys layer, this is also visible in the interface. 

 

The first column contains an interaction icon, specific to the media type & subtype (inbound 
/ internal / outbound). Next to the date & time, a reference is placed to the username of the 
agent who handled the actual interaction (in case it is empty, this is an indication that the 
interaction has not been handled yet). 

 

By clicking the ‘>’ button, a preview of this specific interaction is visualized. By using the ‘<’ 
button at the top right corner of the application, the app returns to the previous screen. 

  



Functional Guide Mobile Office for Genesys PureConnect Page 24 of 103 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

A Interaction preview (voice) 

For voice interactions, the following information is shown 

- Date of the call 

- Duration 

- Agent who handled the call (username) 

- Call type (inbound/outbound/internal) 

- List of userdata 

o The same list as the one configured for inbound calls (shown in the preview 
window) is shown. 

 

 
 

At the top right corner, a phone icon is shown. When clicking this icon, an outbound call is 
initiated to the number. 

Note: the dialout is done via genesys/PBX. This means that the call is routed as an inbound 
PSTN call towards the phone. 
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2.1.3.2.4.1.1. Interaction Recording 

In case interaction recording is activated in your organisation (and you have the appropriate 
licenses assigned to your agent), depending on your profile you will also have access to the 
interaction recordings in this view. To do so, the user needs the ‘Recorder Client Access’ 
license (note: only available on PureConnect premise). 

 

   

 

Icons allow you to play the recording using an internal audio player. 

 

Button Action 

 

Total length of the recording 

 

Play the audio for this recording. 

While playing, you can use the bar to drag to a specific fragment 
of the recording. 

 

Pause playing the recording. 
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B Interaction preview (email) 

For e-mail interactions, standard data is shown: 

- From, To, CC address 

- Subject 

- Content of the mail 

 

If HTML content is available, this is shown (otherwise, the plain text content is displayed). 
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C Interaction preview (chat) 

For chat interactions, the following information is shown 

- Date of the chat 

- Duration 

- Subject (as available in the userdata) 
 

The chat messages are presented as in the regular chat interface (message bullets, the 
messages sent by the agent are visible on the right side, any messages sent by the client or 
another agent are shown on the left side). 
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D Interaction preview (generic interaction) 

For generic interactions (task) interactions, the following information is shown 

- Date of the interaction 

- Duration 

- Subject (as available in the userdata) 

- Userdata 
 

 

 
 

E Click-to-dial 

Both in the ‘interaction preview’ and the ‘interaction history’ view, a + button is available 
at the top right side. When clicking, this allows to enter the ‘new interaction’ wizard for any 
chosen channel – allowing you to get back into contact with the client. 
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2.1.3.2.5. Agents 

The ‘agents’ module allows you to search for colleagues (who are registered inside the 
Genesys system as a user/agent). 

By default, the view will be shown with your favorite users preselected. Sorting is always 
done alphabetically. 

 

 

Using the search box at the top, you can search for users within the organization. Search is 
based on 

- First name 
- Last name 
- User name 
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For any result in the list, you can click the ‘star’ icon to mark a user as favorite (or to 
remove the user from your favorites). 

 

  

 

The photograph (avatar) for a record is the ‘Mobile Office’ avatar, which is stored in 
MobileOffice configuration database. 

Around the avatar, an ellipse indicates the status of the other user. 

Status Ellipse 

Logged out 

 

Ready 

 

Not ready 

 

 

In case the other user is not logged on (grey), you won’t be able to contact the user. For 
users who are logged in, you can swipe to the left, this will show you buttons , allowing you 
to get into contact with that specific user (phone only). The call is initiated via the Genesys 
layer. 
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2.1.3.2.6. Forwarding & Out of Office 

This screen allows to set some technical actions (depending on the Genesys version used). 
For PureConnect, it is possible to 

- Set forwarding of calls to a specific number 
- Set Out of Office 
- Set a status note 
- Set ‘Nordic Presence’ 

 

 

2.1.3.2.6.1.1. Set Forwarding 

An input box allows you enter any number. Using the button at the left side, you can open 
your local addressbook (so you can pick any number from there). 

After selecting a number, by using the combobox (making it green), you can activate 
forwarding. 

 

 
By doing so, the state of the agent is changed into the specific ‘forwarding’ state. 
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2.1.3.2.6.1.2. Out of Office 

With this module it is possible to set the user as ‘out of office’ until the specified date. 
Note: in such a case, the user will not be put into the ready state automatically, this is 
merely an indication for other users. 

 

 

 

Once the status is selected, the state of the agent (home screen) is changed into red / ‘out 
of office’. 

2.1.3.2.6.1.3. Status note 

 

The status note field allows the user to set the PureConnect status note. 

 

2.1.3.2.6.1.4. Nordic Presence 

This module allows you to set an ‘AutoReady’ at a specific time. For example: if the user is 
in Lunch, using this module you can select yourself to become automatically ready after 1 
hour. 

When the module is activated, a popup box will be presented, allowing you to set the time. 
(you cannot span this period over multiple days). 

By making the combobox green, your auto-ready is activated. In case you would do any 
actions with your state in the meanwhile (changing AUX, manually returning ready), the 
auto-ready is automatically cancelled. 
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2.1.3.2.7. Tutorial 

In the menu,  a link towards the tutorial can be opened. This shows a short summary on how 
to use the most important features of the app. The tutorial can also be activated by the 
organization administrator, so it is shown after login (when the app is installed for the first 
time, or when an update is installed). 

 

  

 

By swiping to the right you can swipe through the different tutorial items. At any time, you 
can click the X icon to close the tutorial. 
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2.1.3.2.8. About 

In the about screen, information is visible about the agent session 

- Version of the app 

- Server on which the app is logged on 

- Username & place in Genesys 

- Base subject (technical info that allows debugging) 

- Channels for which the agent is logged in 

 

There’s also a button ‘send logs’. When this button is clicked, a dump of the last X actions (x 
being configurable) is sent to the MO server. This way, technical staff can use the information 
sent to do further debugging. 
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2.1.4. Voice functionality 

2.1.4.1. Call flow 

The scheme below shows a high level overview of the different steps taken in receiving and 
accepting a voice interaction. Each step is highlighted in the different sections. 

 

 
 

2.1.4.1.1. Interaction notifications 

To receive interactions, the agent must put himself in the ‘ready’ state using the app (see 
General functionality). 

When an interaction is offered, a notification is shown and sound is played. In case the app 
would already be in the foreground, in navigates to the interaction preview screen. 

 

 
 

The content of the message is constructed by the routing strategy. By default the following 
data is available: 

- Phonenumber (ANI) 

- Firstname and lastname of the contact (if identified by Interaction Tracker) 
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2.1.4.1.2. Receiving an interaction preview 

Next, when the notification is clicked, the interaction preview window is presented. 

 

 
 

 

In this window, 2 buttons are available 

 

Button Action 

 

Accept the interaction 

 

Reject the interaction 

This release the voice interaction. 

 

When this window is shown, the Genesys routing has offered the interaction in ‘preview’ mode. 
This means that the phone is not ringing yet (voice stream is not offered), until the agent 
would accept the interaction. 
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2.1.4.1.3. Call arriving (awaiting voice stream via PSTN) 

When the interaction is accepted, the interface is changed, showing ‘call arriving’. This 
implies that the PSTN connection to the phone is setup by the PBX. 

 

 
 

In this state, only 1 action is available: “Release”. 
 

Button Action 

 

Release the interaction 

If the PSTN streamed has not arrived on the phone yet, it will be cancelled 
(on initiative of the Genesys environment) 
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2.1.4.1.4. PSTN stream offered 

In a regular case, after a few seconds (delay depends on PBX performance), an actual voice 
stream is presented on the device 

 

 
(dialog = native voice dialog, depends on OS type) 

 

Once the call is accepted, the user can either choose to handle the call via regular PSTN (and 
not use any Mobile-Office-specific features), or to navigate back to the app. 
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2.1.4.1.5. Voice interaction present in the app 

In the app, the interface is updated to reflect the fact a call is in progress. 

 

 
 

While on call, the following actions are feasible 

 

Button Action 

 

Release the interaction 

This way, the Genesys layer will release the interaction (and the PSTN 
stream) 

 

If the user would quit the voice interaction by using the phone’s regular PSTN 
functionality, this will also release the interaction on genesys level 

 

Hold the client 

This puts the client on waiting music 

 

Retrieve the client 

In case previously, the hold button was clicked, the hold button is replaced 
by this icon, which allows to retrieve the customer. 

 

Launch the transfer screen 

By clicking this button, the transfer module is shown 

 

Manage recording 

Shown in case interaction recording is enabled. View 3.1.4.6 for more 
information. 
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2.1.4.2. Transferring calls 

In the transfer tab, the user can choose the transfer destination and type. 

 

 
 

2.1.4.2.1. Transfer types 

Section Type 

 

Via the input field is it possible to enter any 

number. As the actual dial out is performed by 
Genesys, this is any number monitored by Genesys, 
or any external number (thereby taking in account 
any prefix) 

 

List of workgroups 

 
Each item is linked to icon, a EWT time (estimated 
waiting time) and a color (based on the EWT). 

 

The EWT is retrieved as a statistic from the Genesys 
Statserver. Via configuration MO server side, the 
correct color is selected based on the value returned 
by Genesys. 
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2.1.4.2.2. Transfer modes 

At the bottom of the transfer screen, 2 buttons are available which represent the transfer 
mode. 

 

Section Type 

 

Cancel the transfer, return to the previous view 

 

2 step (consultation) transfer 

The client is put on hold, the agent (destination) is 
contacted before completing the transfer 

 

Single Step Transfer 

Perform a direct transfer to the destination 

 

Via configuration, this button can be hidden in case 
the PBX does not support this feature. 

 

Opens the interface for the ‘local phonebook’. See 

3.1.4.5 for more information 

 

2.1.4.2.3. Consultation transfer flow 

The diagram below shows how a consultation transfer is handled in the app 

 

 
 

Section Type 

 

Once in a consultation transfer, the actual transfer 
can be cancelled (conversation with the other agent 
is released) by clicking the available button. 

 

 

Once talking with the other party (other agent), you 
can click this button to complete the transfer: the 
call is released from the MO interface, and the 
client is put in conversation with the other agent. 
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2.1.4.2.4. Conferencing 

In case enabled, a conferencing button will be proposed during a 2 step transfer – in case the 
other party has accepted the consultation. 

In conference mode, all 3 parties (client + 2 agents) will be able to hear each other. 
Conferencing mode can be aborted by either completing the transfer, or by retrieving the 
customer using the available buttons. 
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2.1.4.3. After handling a call 

If the voice stream is terminated (either transferred to the destination, or released by 
agent/client), the interaction is put in the ‘qualification’ state. This allows the agent to 
complete any work he still needs to do in the CRM. (in case no CRM is available, via 
configuration the app can automatically remove the interaction from the interface). 

 

          
 

Depending on the orgination of the call (ACD queue), qualification may be offered. In such a 
case, the applicable wrapup codes are offered in the interface. When a wrapup reason is 
chosen, and the voice stream is no longer present, the interaction will also disappear from the 
interface. 
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2.1.4.4. Tabs with information 

When a voice interaction is present (in preview/any other state), additional features can be 
accessed via the menu icon 

 

   
 
The following icons are present in the list 

 

Icon Functionality 

 

Opens the default KVP view 

 

Opens a custom CRM view 

 

Opens the contact history for this contact 

 

Opens Contact search 

 

Opens the notepad 

 

Opens the wrapup/qualification module 
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2.1.4.4.1. KVP tab 

This is the default tab. Inside, a series of UserData (information attached to the interaction 
in Genesys is shown). The list of kvp (key-value pair) shown, their label and the order is 
configurable in the configuration database. 

 

 
 

2.1.4.4.2. Custom CRM tab 

In the custom CRM, a customized screen can be developed which retrieves data from your CRM 
system. (custom development) 
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2.1.4.4.3. Contact history 

In this tab, the interaction history for the contact assigned to the interaction is visualized. 
The latest information is shown on top. Any type of interaction is shown (voice,email,..) 

 

When clicking any result, the standard interaction preview window is shown (see section 
2.1.3.2.5) 

Note: the information is only retrieved from the Interaction Tracker database and is limited 
in length (max length is configurable in the configuration database). 
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2.1.4.4.4. Contact search 

This screen allows to change the contact linked to the interaction. By default, the current 
(linked) contact is shown in the screen. With the search box, you can search for other 
contacts. 

The search action is based on 

- Name 
- Emailaddress 
- Phone number 

(based on configuration the search is executed on the primary and/or secondary attributes). 

  

 

For a result, when you click the icon at right side (  ), the contact will be linked onto the 
interaction. You can see visual feedback (green message, and in the top header, the name of 
the customer will become visible). 
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2.1.4.4.5. Notepad 

The notepad allows users to add comments onto the interaction. Whenever transferring, 
these comments remain visible for other users. 

  
 

 
When you change the content, buttons at the top of the screen become clickable, allowing 
you to save or delete the changes made. 
 

Icon Functionality 

 
Undo changes 

 
Save changes 

 
Comments are saved in the userdata of the interaction, and are saved in Genesys.  



Functional Guide Mobile Office for Genesys PureConnect Page 49 of 103 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.1.4.5. Phonebook 

In the dialpad, and in the ‘voice transfer’ dialog, there’s a link to the local phonebook. In this 
phonebook, you have the option to select any number stored in your local contacts (on your 
device). 

 

When launched, it is possible that you’ll first get a message asking for the correct permissions. 

 

    
 

In this screen, you can use the search box at the top of the screen to filter results. You can 
also scroll through your contacts. 

 
Buttons at the bottom of the screen allow to select a number 

 

Icon Functionality 

 
Exists the interface. No phone number is copied 

 
Only available once you select a number. 

The number is accepted and copied into the ‘manual phone number’ box. You 
return to the previous screen where you can finalize the dial-out attempt, or 
transfer. 

 

At the top op the page, a bar allows you to select the source of contacts (local addressbook, 
agents). Depending on the configuration, also the ‘enterprise phonebook’ may appear – see 
the separate chapter for more information. 
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While in the ‘agent’ view, select and agent and confirm with the buttons at the bottom of 
the page. 

 
 
The interface is similar to the one for ‘agents’ which is available in the main menu (with the 
difference that you cannot add favorites via this view). 
 

Icon Functionality 

 
Exists the interface. No phone number is copied 

 
Only available once you select an agent. 
The name of the agent will be copied inside the transfer box, and the 
phonebook is closed. 
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2.1.4.6. Voice recording 

In case voice recording is enabled in your setup (using Genesys Interaction Recording), an 
additional button will be visible inside Mobile Office. 

 

 
 

The button indicates the state of the recording (red = recording). By clicking the button, you 
can change the state of the recording. 

 

Icon Functionality 

 

No recording active. Click to start/resume recording. 

 

Recording is currently active. Click to pause recording. 
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2.1.4.7. WebRTC functionality 

The audio streams for voice interactions are always delivered through Genesys SIP Server 
towards Mobile Office. 

A common approach to do so, is using ‘SIP Remote’ or ‘Nailed up connections’. In this case, 
the audio flow is routed over the regular PSTN network, onto the mobile device (it will appear 
as a regular phone call). 

 

Another approach is called ‘WebRTC’. In such a case, the data network is used to route audio 
streams on the device (for which Mobile Office incorporates a specific SDK). 

 

Mobile Office allows using WebRTC in combination with 

- Twilio Programmable Voice Platform 

- AudioCodes SBC with integrated WebRTC solution 

 

When using Twilio, no additional hardware (if a SBC is present at the customer site) is required 
for the customer, as this is a cloud platform with only configuration requirements. The 
customer’s onPremise genesys solution is then linked via a SBC/SIP trunk towards Twilio. 
 

Another approach would be using AudioCodes their WebRTC solution. In such a case, an 
AudioCodes specific appliance (SBC/WebRTC gateway) must be installed in the architecture. 
(Note: requires AudioCodes specific PS + a specific Mobile Office builds must be created which 
incorporates the AudioCodes specific SDK). 

 

The description belows shows how Twilio WebRTC is implemented in the app (AudioCodes 
WebRTC works similar, but without the IOS Callkit functionality). 

 

When WebRTC is active during your session (based on configuration in Genesys), an icon is 
shown, indicating the connection state towards the WebRTC gateway 
 

 
 

It appears in 3 colours 

- Green: WebRTC connected 

- Red: WebRTC not connected 

- Orange: WebRTC connecting 
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For IOS devices the call flow is similar: after accepting the interaction inside the app, a voice 
dialog screen is shown (see flow below). After accepting the audiostream, the regular app 
interface is shown again. 

 
 

For Android users, the flow is a bit different – the  
The call flow (2.1.4.1) is slightly different: the user really stays within the app, and no 
longer needs to switch to the native IOS/Android call dialog. 
 

 
 

 

 
While handling a voicecall over WebRTC, additional voice handling buttons are presented. 

 

Button Action 

 

Launches the video module 
Video is currently not GA 

 

Mute/unmute the audio stream 

(icon changes when clicked to indicate the current mute state) 

 

Put speaker on/off for the audio stream 

(icon changes when clicked to indicate the current mute state) 
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In case the connection between the WebRTC endpoint and the WebRTC Gateway/SBC is lost, 
a notification is sent to the user, informing him the voice connection is lost. By clicking the 
notification, the app will start again, which will re-establish the voice registration. 
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2.1.5. Chat functionality 

2.1.5.1. Interaction notifications 

Similar to the voice channel, when a interaction is routed to the agent and the app is not in 
the foreground, a push notification is sent. 

 

In case the app is already open, the preview screen is shown (if no other interaction is 
present). Unlike voice, if you are already in a chat, the new session is not presented in the 
foreground, but receives an additional bullet (see Blending) 

 

2.1.5.2. Receiving a chat interaction 

When a chat interaction arrives, the default view (kvp) is shown. 

 

 
 

In this window, some information is available about the session (which is added by routing in 
the userdata of the interaction). The set of kvps shown is configurable in the configuration 
database per channel (so other kvp’s are configurable for voice & chat). The order is also 
configurable. 
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2 buttons are shown at the bottom 

 

Section Type 

 

Accept the chat interaction 

 

Reject the chat interaction. The state of the agent 
remains unchanged (ready), the interaction returns 
to the genesys routing engine and will be presented 
to another agent. 

 

2.1.5.3. Handling a chat 

Once a chat is accepted, the messages tab is shown. Inside all messages sent by the client (or 
other agents) are displayed on the left side. On the right side, messages sent by the agent are 
visible. 

 
 

Typing notifications are available when the client starts typing. No notifications are sent for 
the agent. 

 

At the bottom of the screen 2 buttons are available for action. 

 

Section Type 

 

Release chat 

This terminates the session with the client. 

 

Transfer chat 

This opens the transfer module for chat 
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2.1.5.3.1. Sending messages 

The agent can enter a text using the text field (when empty message ‘type your message’ is 
used as place holder). He needs to confirm the message by clicking the button at the right 
side (button only becomes visible when content is typed). 

 

 
  



Functional Guide Mobile Office for Genesys PureConnect Page 58 of 103 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.1.5.3.2. Transfer 

For chat interactions, one type of transfer is possible: towards predefined routing points in 
Genesys, in a Single-Step-Transfer. Conferencing is currently not possible in the app. 

 

 
 

To transfer, the user needs to select a target and use the buttons at the bottom to confirm 
the transfer. 

 

Section Type 

 

Cancel the transfer, return to the previous view 

 

Single Step Transfer 

Perform a direct transfer to the destination 

 
The target is either a routing point/workgroup from the list, or the user clicks the 
phonebook button, allowing him to select another agent to transfer to. 
 

Section Type 

 

Opens the agent transfer module 

 
The agent transfer module works identical to the agent phonebook: the agent selects a 
target and confirms. This will paste the identifier for the agent in the textbox 
 

 
 
When selecting a workgroup, any previous selection (agent) is erased. 
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2.1.5.3.3. After handling a chat 

Once the interaction is handled, the qualification module will be shown. Inside, a set of 
wrapup codes is available (set depends on configuration in PureConnect and can be different 
per workgroup/ACD queue). 

 
 
 

 
 

Once completed, the agent will return to the main interface (or to the other interaction he’s 
working on). 
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2.1.5.4. Tabs with information 

Similar to the voice channel, tabs can be visualized, which contain additional information. 

 

   
   

 

The following icons are present in the list 

 

Icon Functionality 

 

Opens the default KVP view 

 

Shows the chat content (messages) 

 

Opens a custom CRM view 

 

Opens the canned response library 

 

Opens the contact history for this contact 

 

Opens Contact search 

 

Opens the notepad 

 

Opens the wrapup/qualification module 
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2.1.5.4.1. KVP tab 

This is the default tab when the interaction is not accepted yet. Inside, a series of UserData 
(information attached to the interaction in Genesys is shown). The list of kvp (key-value pair) 
shown, their label and the order is configurable in the configuration database. 
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2.1.5.4.2. Messages tab 

Contains the actual messages which are exchanged (view 2.1.5.3 Handling a chat) 

 

 
 

2.1.5.4.3. CRM View 

In the custom CRM, a customized screen can be developed which retrieves data from your CRM 
system. (custom development) 
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2.1.5.4.4. Contact history tab 

In this tab, the interaction history for the contact assigned to the interaction is visualized. 
The latest information is shown on top. Any type of interaction is shown (voice,email,..) 

 

When clicking any result, the standard interaction preview window is shown (see section 
2.1.3.2.5) 

Note: the information is retrieved from the Interaction Tracker database and is limited in 
length (max length is configurable in the configuration database) 
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2.1.5.4.5. Canned Response Library 

The last tab available in the chat interaction, is the ‘Canned Response Library’. This tab gives 
access to templates which are defined in Genesys. Goal is that the agent can click to insert 
frequently-used phrases. 

 

In Mobile Office, the agent is obliged to search in order to view the list of responses available. 
By default, title & content is searched. Note: search phrase must be at least 3 characters – if 
not the search button is greyed out. 

 

   
 

The last 5 search phrases are kept inside a list for easy access. (click to insert the search 
phrase) 

 

In order to view the content of the template, you can click the > icon at the right of a result. 
Results are ordered (by default) alphabetically (Z-A) 

 

2 modules are available 

- Search (in the library) 

- Favorites: visualize the list of favorite responses for the agent 
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When an item is clicked, the preview is shown 

 

   
 

In the template, variables can be defined. In preview mode these are not replaced yet. 

At the bottom , 2 actions buttons are available 

 

Icon Functionality 

 

Return to the list of search results 

 

Accept the canned response 

 
When the user accepts the response with the corresponding button, the variables are replaced 
by the actual value and the text is pasted in the text box (not send yet) 
 

 
 
This way, the user can combine multiple responses into 1 large reply. 
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2.1.5.4.6. Contact search 

This screen allows to change the contact linked to the interaction. By default, the current 
(linked) contact is shown in the screen. With the search box, you can search for other 
contacts. 

The search action is based on 

- Name 
- Emailaddress 
- Phone number 

(based on configuration the search is executed on the primary and/or secondary attributes). 

  

 

For a result, when you click the icon at right side (  ), the contact will be linked onto the 
interaction. You can see visual feedback (green message, and in the top header, the name of 
the customer will become visible). 
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2.1.5.4.7. Notepad 

The notepad allows users to add comments onto the interaction. Whenever transferring, 
these comments remain visible for other users. 

  
 

 
When you change the content, buttons at the top of the screen become clickable, allowing 
you to save or delete the changes made. 
 

Icon Functionality 

 
Undo changes 

 
Save changes 

 
Comments are saved in the userdata of the interaction, and are saved in Genesys. 
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2.1.6. Generic interaction functionality 

2.1.6.1. Interaction notifications 

Similar to the voice channel, when an interaction is routed to the agent and the app is not in 
the foreground, a push notification is sent. 

 

If case the app is already open, the preview screen is shown (if no other interaction is present). 
Unlike voice, if you already have another interaction (chat or voice) present, the generic 
interaction is not presented in the foreground, but receives an additional bullet (see 
‘blending’). 

 

2.1.6.2. Receiving a generic interaction 

When a generic interaction arrives, the default view (kvp) is shown. 
 

 
 

In this window, some information is available about the task (which is added by routing in the 
userdata of the interaction). The set of kvps shown is configurable in the configuration 
database per channel (so other kvp’s are configurable for voice & chat). The order is also 
configurable. 

  



Functional Guide Mobile Office for Genesys PureConnect Page 69 of 103 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2 buttons are shown at the bottom 

 

Section Type 

 

Accept the generic interaction 

 

Reject the generic interaction. The state of the 

agent remains unchanged (ready), the interaction 
returns to the genesys routing engine and will be 
presented to another agent. 
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2.1.6.3. Handling a generic interaction 

Once a generic is accepted, the default kvp view is still displayed (if CRM is activated this tab 
will be activated instead). 

The generic interaction channel is usable for either 

- Routing tasks and using simple userdata display 

- Usage in combination with a CRM integration (see CRM Connector) 

- For customization purposes: your own customized screens can be added (via custom 
development) 

 

 
 

At the bottom of the screen 3 interaction buttons are present. 

 

Section Type 

 

Release interaction 

This releases/terminates the task in genesys. 

 

Transfer interaction 

This opens the transfer module for generic 
interactinos 

 

Dial customer 
If the number of the customer is attached this 
number is dialed. If not, the primary phone number 
of the contact attached is used 
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2.1.6.3.1. Transfer 

For generic interactions, 2 transfer types are possible: to other agents, or to a routing 
point/workgruop. 

 

 
 

To transfer, the user needs to select a target and use the buttons at the bottom to confirm 
the transfer. 

 

Section Type 

 

Cancel the transfer, return to the previous view 

 

Single Step Transfer 

Perform a direct transfer to the destination 

 
The target is either a routing point/workgroup from the list, or the user clicks the 
phonebook button, allowing him to select another agent to transfer to. 
 

Section Type 

 

Opens the agent transfer module 

 
The agent transfer module works identical to the agent phonebook: the agent selects a 
target and confirms. This will paste the identifier for the agent in the textbox 
 

 
 
When selecting a workgroup, any previous selection (agent) is erased. 
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2.1.6.3.2. After handling a generic interaction 

Once the interaction is handled, the qualification module will be shown. Inside, a set of 
wrapup codes is available (set depends on configuration in PureConnect and can be different 
per workgroup). 

 
 

 
 

Once completed, the agent will return to the main interface (or to the other interaction he’s 
working on). 
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2.1.6.4. Tabs with information 

Similar to the voice channel, tabs can be visualized, which contain additional information. 

 

   
   

 

The following icons are present in the list 

 

Icon Functionality 

 

Opens the default KVP view 

 

Opens a custom CRM view 

 

Opens the contact history for this contact 

 

Opens Contact search 

 

Opens the notepad 

 

Opens the wrapup/qualification module 
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2.1.6.4.1. CRM View 

In the custom CRM, a customized screen can be developed which retrieves data from your CRM 
system. (custom development) 

Also see section ‘CRM Connector’ for out-of-the-box integrations. 

 

2.1.6.4.2. Contact history tab 

In this tab, the interaction history for the contact assigned to the interaction is visualized. 
The latest information is shown on top. Any type of interaction is shown (voice,email,..) 

 

When clicking any result, the standard interaction preview window is shown (see section 
2.1.3.2.5) 
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2.1.6.4.3. Contact search 

This screen allows to change the contact linked to the interaction. By default, the current 
(linked) contact is shown in the screen. With the search box, you can search for other 
contacts. 

The search action is based on 

- Name 
- Emailaddress 
- Phone number 

(based on configuration the search is executed on the primary and/or secondary attributes). 

  

 

For a result, when you click the icon at right side (  ), the contact will be linked onto the 
interaction. You can see visual feedback (green message, and in the top header, the name of 
the customer will become visible). 
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2.1.6.4.4. Notepad 

The notepad allows users to add comments onto the interaction. Whenever transferring, 
these comments remain visible for other users. 

  
 

 
When you change the content, buttons at the top of the screen become clickable, allowing 
you to save or delete the changes made. 
 

Icon Functionality 

 
Undo changes 

 
Save changes 

 
Comments are saved in the userdata of the interaction, and are saved in Genesys. 
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2.1.7. Email functionality 

2.1.7.1. Interaction notifications 

Similar to the voice channel, when an interaction is routed to the agent and the app is not in 
the foreground, a push notification is sent. 

 

If case the app is already open, the preview screen is shown (if no other interaction is present). 
Unlike voice, if you already have another interaction (chat or voice) present, the email is not 
presented in the foreground, but receives an additional bullet (see ‘blending’). 

 

2.1.7.2. Receiving an email interaction 

When an email interaction arrives, the default view (kvp) is shown. 

 

 
 

In this window, some information is available about the email (which is added by routing in 
the userdata of the interaction). The set of kvps shown is configurable in the configuration 
database per channel (so other kvp’s are configurable for voice & chat). The order is also 
configurable. 

 

2 buttons are shown at the bottom 

 

Section Type 

 

Accept the email interaction 

 

Reject the email interaction. The state of the agent 
remains unchanged (ready), the interaction returns 
to the genesys routing engine and will be presented 
to another agent. 

 



Functional Guide Mobile Office for Genesys PureConnect Page 78 of 103 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.1.7.3. Handling an email interaction 

Once an email is accepted, the message content is displayed. 

Both plain text and HTML content is possible. In case HTML content is available, priority is 
given to that body. 

 

  
 

In case the content of the mail is long, the view is scrollable (dragging possible). 

 

At the bottom of the screen 3 interaction buttons are present. 

 

Section Type 

 

Release email 

This releases/terminates the email in Genesys 

 

Transfer email 

This opens the transfer module for email 

 

Reply all 

This generates a new outbound email reply. The 
original inbound email will be removed from the 
screen. 
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2.1.7.3.1. Transfer 

For email interactions, one type of transfer is possible: towards predefined routing points in 
Genesys, in a single-step-transfer. 

 

 
 

To transfer, the user needs to select a target and use the buttons at the bottom to confirm 
the transfer. 

 

Section Type 

 

Cancel the transfer, return to the previous view 

 

Single Step Transfer 

Perform a direct transfer to the destination 

 
The target is either a routing point/workgroup from the list, or the user clicks the 
phonebook button, allowing him to select another agent to transfer to. 
 

Section Type 

 

Opens the agent transfer module 

 
The agent transfer module works identical to the agent phonebook: the agent selects a 
target and confirms. This will paste the identifier for the agent in the textbox 
 

 
 
When selecting a workgroup, any previous selection (agent) is erased. 
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2.1.7.3.2. Handling an email reply 

Once the ‘reply all’ button is replaced, the original email interaction is no longer assigned to 
the agent, and the reply is visible in the interface. 

 

    
 

All email replies are handled in plaintext (no HTML editor present in the interface). By default, 
the CC/BCC fields are hidden, in case no addresses are specified. By tapping on the 
‘CC/BCC,From’ field, the fields becomes visible/editable. 

 

The list of ‘From’ addresses is limited (combobox), the range is coming from the configuration 
in PureConnect. 
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In the email editor interface, different buttons are available at the bottom of the screen. 

 

Section Type 

 

Delete email 

This deletes the outbound email reply. 

 

Transfer email 

This opens the transfer module for email 

 

Send 

Sends out the email via the Genesys strategies 

 

2.1.7.3.3. After handling an email 

Once the interaction is handled, the qualification module will be shown. Inside, a set of 
wrapup codes is available (set depends on configuration in PureConnect and can be different 
per workgroup). 

 
 

 
 

Once completed, the agent will return to the main interface (or to the other interaction he’s 
working on). 
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2.1.7.4.  Tabs with information 

Similar to the chat channel, tabs can be visualized, which contain additional information. 

 

  
 

 

 

The following icons are present in the list 

 

Icon Functionality 

 

Opens the attachment view 

 

Opens the default KVP view 

 

Opens the email content view 

 

Opens a custom CRM view (if enabled) 

 

Opens the contact history for this contact 

 

Opens the canned response library 

 

Opens Contact search 

 

Opens the notepad 
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2.1.7.4.1. Attachments tab 

In the attachments tab, it is possible to visualize all attachments for the email. When clicked, 
the attachment will open in an external browser (is viewed outside the app). 

 

   
 

On the left side: display of attachments for an inbound email,  
on the right side the interface for an outbound email 

 

In the ‘outbound email’ view, the attachment screen has some additional functionalities. 

 

Icon Functionality 

 
Opens the camera plugin: this allows the agent to take a picture, and add it 
as attachment 

 
Opens the filesystem plugin: this allows the agent to attach any file which is 
present on the device 

 
Opens the attachment in an external browser 

 
Removes the attachment from the interaction. 
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2.1.7.4.2. KVP tab 

This is the default tab when the interaction is not accepted yet. Inside, a series of UserData 
(information attached to the interaction in Genesys is shown). The list of kvp (key-value pair) 
shown, their label and the order is configurable in the configuration database. 
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2.1.7.4.3. Email content tab 

This is the tab containing the real ‘email editor’. See 2.1.7.3 

 

 
 

2.1.7.4.4. CRM View 

In the custom CRM, a customized screen can be developed which retrieves data from your CRM 
system. (custom development) 

Also see section ‘CRM Connector’ for out-of-the-box integrations. 
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2.1.7.4.5. Contact history tab 

In this tab, the interaction history for the contact assigned to the interaction is visualized. 
The latest information is shown on top. Any type of interaction is shown (voice,email,..) 

 

When clicking any result, the standard interaction preview window is shown (see section 
2.1.3.2.5) 
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2.1.7.4.6. Canned Response library 

The last tab available in the email interaction, is the ‘Canned Response Library’. This tab gives 
access to templates which are defined in Genesys. Goal is that the agent can click to insert 
frequently-used phrases. 

 

In Mobile Office, the agent is obliged to search in order to view the list of responses available. 
By default, title & content is searched. Note: search phrase must be at least 3 characters – if 
not the search button is greyed out. 

 

     
The last 5 search phrases are kept inside a list for easy access. (click to insert the search 
phrase) 

 

In order to view the content of the template, you can click the > icon at the right of a result. 
Results are ordered (by default) alphabetically (Z-A) 

 

2 views are offered 

- Search (in the library) 

- Favorites: visualize the list of favorite responses for the agent 
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When an item is clicked, the preview is shown 

 

   
 

In the template, variables can be defined. In preview mode these are not replaced yet. 

At the bottom , 2 actions buttons are available 

 

Icon Functionality 

 

Return to the list of search results 

 

Accept the canned response 
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When the user accepts the response with the corresponding button, the variables are replaced 
by the actual value and the text is pasted in the email editor (at the position of the cursor).  
 

 
 

This way, the user can combine multiple responses into 1 large reply. 
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2.1.7.4.7. Contact search 

This screen allows to change the contact linked to the interaction. By default, the current 
(linked) contact is shown in the screen. With the search box, you can search for other 
contacts. 

The search action is based on 

- Name 
- Emailaddress 
- Phone number 

(based on configuration the search is executed on the primary and/or secondary attributes). 

  

 

For a result, when you click the icon at right side (  ), the contact will be linked onto the 
interaction. You can see visual feedback (green message, and in the top header, the name of 
the customer will become visible). 
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2.1.7.4.8. Notepad 

The notepad allows users to add comments onto the interaction. Whenever transferring, 
these comments remain visible for other users. 

  
 

 
When you change the content, buttons at the top of the screen become clickable, allowing 
you to save or delete the changes made. 
 

Icon Functionality 

 
Undo changes 

 
Save changes 

 
Comments are saved in the userdata of the interaction, and are saved in Genesys. 
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2.1.8. Blending (multi-interaction) 

The Mobile Office application supports multiple interactions (maximum 3). The capacity rules 
in Genesys define the actual distributed interactions. 

 

In the toolbar, each interaction is represented by a bullet on the top right corner. By swiping 
to the right (or left), the user can swipe between interactions. 

 

   

 

The bullets have a specific icon, depending on the type of interaction. In case a voice 
interaction is present, it will always be on location 1 (interaction at the left side). 

 

A red bullet is shown on top of the interaction icon in case 

- The interaction is in the preview/ringing state (not accepted by the agent yet) 
- In case of chat 

o If the last message in the chat isn’t sent by the agent (this implies that the 
customer has sent a message which was not responded by the agent yet). 
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2.2. CRM Connector 
This section contains more information about the available CRM implementations in Mobile 
Office. 

2.2.1. Generic CRM engine 

The app is built upon a Generic CRM engine, which communicates in the backend with the 
actual CRM system and translates the data into a comprehensible JSON format. 

Out-of-the-box, translation engines are available in the Ideal Cloud for Eccentex DCM (for 
tasks) and for Salesforce.com for activity logging. Documentation is available that allows for 
the creation of new 3rd party integrations. 

2.2.2. Eccentex Dynamic Case Management (DCM) 

Mobile Office has an out-of-the-box integration with DCM for handling tasks routed as a 
workitem by Intelligent Workload Distribution (in this flow, DCM calls a IWD capture point 
which is responsible for creating and routing the workitem interaction to an agent.) 

 

If this DCM connector is enabled, when clicking the ‘custom CRM’ button, the main DCM 
module will be shown. 

 

2.2.2.1. Default view (task information) 

In the default view, information about the task is presented. The exact keys which are 
displayed are configurable (mapping on IdealOffice Server). 

 

 
 

At the bottom of the screen, 3 buttons allow to access additional functionalities 

- Actions 

- Documents 

- Forms 



Functional Guide Mobile Office for Genesys PureConnect Page 94 of 103 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.2.2.2. Custom actions 

The custom actions button will show a list of actions. The exact actions which are shown, 
depend on the task and are retrieved from within DCM. 

 

 
 

The colour used will be retrieved from the DCM configuration. When an action is clicked, it 
will be executed on the DCM backend, and the user will return to the main interface. 

 

In order to finalize the interaction (in genesys), the user will have to click the release button 
at the bottom of the screen. On DCM side, the workflow will be triggered by setting the custom 
action, which could eventually lead to a new interaction being published onto the IWD capture 
point. 
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2.2.2.3. Documents 

Using the documents view, the user can visualize any documents attached onto the task. 
Regardless of the document type, an external browser will be opened which allows you to 
display the content of the document (using the available viewers on your mobile OS) 
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2.2.2.4. Forms 

In the forms module, any form which is linked to the DCM task type can be visualized. This 
system is dynamic, and depends on the form created within the DCM interface. 

 
The app will retrieve the configuration for the form and translate this into native UI 
components, which allows a native look-and-feel. 

 

 
 

At the top of the screen, 3 buttons are shown 

 

Icon Functionality 

 
Go back to the previous screen. Any input will be kept 

 
Clear the form. Input will be reverted to the default values 

 
Save the form 

 

The table below shows an overview of supported components 

 

Screenshot Component 

 

Numeric input field 

 

Combobox 

 

(set of possible values is defined in 
DCM) 
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Datepicker 

 

Checkbox 

 

The following validations are supported 

- Numeric vs text 

- Max length 

- Obligatory field 

 

Via customisation, other possibilities can be added 

- Validation of validity customer number,… 
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2.2.3. SalesForce 

Mobile Office has an out-of-the-box integration with SalesForce (classic/lightning) that acts as 
an activity logger. 

Users will be able to query for objects (both in- or outside an interaction), view children 
(linked) objects, and log an activity. 

Via universal linking, it becomes possible to link towards the SF1 app to view more details 
about the particular object. 

 

2.2.3.1. Outside interaction 

As an optional module, it is possible to allow users to search objects outside an interaction. 
In this case, in the black menu (at the left side), a dedicated CRM item is shown. In launches 
a module (which is an exact copy of the one inside an interaction). 

 

  

 

2.2.3.1.1. Searching for objects 

In the main screen, a search on objects can be executed. Multiple object types can be 
searched (in parallel) based on configuration. 

It is also possible to configure a 2 level search: if the first set of search actions would not 
return any result, the 2nd action is launched. 
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2.2.3.1.2. Children/linked objects 

For a object, when clicked the ‘children’ view is rendered – if children search is configured, 
and if linked objects are found. If not, the system immediately navigates to the ‘detail’ view 
for the item selected from the original list. 

 

 

In this view, 2 buttons are available at the right side. 

Icon Functionality 

 

Triggers universal linking. 

For the object currently viewed, the SF1 app will be launched which 
contains a more detailed view 

 

Launches the activity logger/detail view for the current object 

(in case the children view is shown) 

 

Shown in case a phonenumber is known for this object. Allows to dialout. IN 
case multiple items exist, a selection list is shown towards the user 

 

When clicking an item, the detail view for this particular item is rendered. 
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2.2.3.1.3. Detail view 

In this view, more details can be shown about the object. A textbox allows to enter an 
activity, which is saved towards SF. 

Activities which are logged are linked to the user (based on email address, al ink between 
the Genesys & SF user is made). 
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2.2.3.2. Inside interaction 

In the first view, a series of objects is proposed to the user, based on the CLI of the call. Via 
configuration, if the clientid (or other) would be present, it is also possible to lookup on that 
attribute. 

 

The module which is offered during the interaction is an identical copy of the one accessible 
outside the interaction. Only difference is that, when qualifying interactions, extra data 
about the interaction is linked onto the activity. 
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2.2.4. Universal Linking 

MobileOffice supports ‘Universal linking’. This means that from within other 
applications/web browsers/SMS/.. a link towards Mobile Office can be made by using a URL 
format. 

Currently, a click-to-dial functionality is offered for voice & email by passing the following 
URL 

https://clicktodial.idealsystemscloud.be/voice/[number] 

https://clicktodial.idealsystemscloud.be/email/[email] 

[number] and [email] should be replaced by the appropriate information. 

  

https://clicktodial.idealsystemscloud.be/voice/%5bnumber
https://clicktodial.idealsystemscloud.be/email/%5bemail
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Name Title Telephone (direct) E-mail 

Stijn Brebels Product Manager +32 470 89 47 75 stijn.brebels@idealsystems.be 
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