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About this document 
This document contains a general functional description of Web Office X for Genesys Engage 

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 
Web Office X (WOX) is the first Omnichannel Omnichannel Agent Desktop solution that is 
available for all Genesys platforms: Genesys Cloud, Engage as well as PureConnect. 

With its clean widget-driven and intuitive web-based interface, we offer agents easy control 
and full flexibility over their interactions . 

It offers the same connect-from-anywhere principle as our Mobile Office solution. WOX can be 
used as a stand-alone desktop or can be seamlessly integrated with your legacy or CRM 
systems. WOX requires zero install and is the perfect unified solution for your contactcenters, 
branch offices, backoffices, 3rd party CCs and home/expert workers. 

Our framework offers strong benefits for customer handling: 

• Web Office X users can be located anywhere in or outside the company. The Office 
Server works as an entry point to the Genesys environment. 

• All the user needs is a browser, which does not need to have the focus the whole time 
– Web Notifications are used to alert the user whenever Genesys wants to offer an 
interaction. 

• The Genesys Platform SDK is used, meaning integration is possible with all available 
Genesys communication channels: different interaction types (Voice, Email, Chat, 
Open Media types, …) 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 application is configurable in the Genesys configuration layer: 
change the behaviour of the application, without having to make any server 
deployments. 

• Since the application is offered as a 0-client (website), you can push new versions to 
the clients without requiring any user action! 

• Integration with WebRTC solutions is available: this way, you can deliver voice streams 
to users without requiring any additional component (such as SIP phones or physical 
devices). 
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1.2. High level architecture 
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The Office Server component comes a bundled J2EE application (.war) which is deployed on 
a java application server. 

This component uses the Genesys Platform SDK (PSDK) to handle all communication with 
the Genesys layer. 

The following types of communication are present on server-level 

- Communication with Genesys components 
o TCP connections via the Genesys Platform SDK (PSDK) 

 
- Communications with Google Cloud 

o For the delivery of Web Push Notifications 
o This is achieved via an HTTPS connection 

 
 

- Communication with the app 
o The application(site) 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 browser 

 
Note: the web socket is only open while the application(site) is open. 
 

- Communication with 3rd party systems 
o As the server is a J2EE application, the possibilities are practically endless: 

webservices, EJB, … 
 
This type of integration is achieved through customization of the server 
component 
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1.3. Internal architecture 
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1.3.1. Front-end application 

The WO X frontend application is written in ReactJS and is compatible with chromium-based 
browsers (latest Microsoft Edge, Google Chrome) – For a complete list of supported navigators, 
please refer to the ‘client requirements’. 

All configuration for the application, such as 

- Labels 
- Transfer queues 
- Notready reasons 

Is stored inside a CME application which is linked to the Office Server. The frontend is 
provisioned with a default set of options. 

Since nothing is installed on the actual client computer, new versions can be pushed by 
updating the frontend JavaScript files on the server. 
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1.3.2. Back-end server 

1.3.2.1. Communication with the Genesys layer 

The WO server uses Genesys Platform SDK for all communication with Genesys components. In 
a standard setup, the following components are connected with WO: 

- Config Server (or Config Server Proxy) 
- Stat Server 
- Tserver 
- Interaction Server 
- Universal Contact Server 
- Chat server 

 

As PSDK is used, the standard Genesys High Availability modes are supported for the 
connection towards the Genesys components. 

 

1.3.2.2. Configuration 

Each WO Server has its own dedicated application in the Genesys Config layer, where specific 
configuration for the backend server, as well as for the frontend application can be configured. 

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

 

1.3.2.3. Customization center 

WO is built upon a Customization Centre, which allows to easily make custom modifications in 
the WO 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 

- … 

 

 

 

 

 

  



Functional Guide Web Office X for Genesys Engage Page 7 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2. FUNCTIONALITIES 

2.1. General functionality overview 
Different channels are integrated in the Web office X client, including 

- Voice (inbound) 
- Email (inbound, outbound) 
- Web chat 
- Callbacks (via Genesys GMS) 
- Workitems (tasks via Genesys IWD) 
- SMS 

The number of channels is continuously expanding, since the Office server is based on PSDK, 
any Genesys channel can be offered. 

Depending on the setup of the environment, the agent will only have access to a subset of 
these channels. 

2.1.1. Lauching the application 

The application can be used in different setups: integrated, standalone, running as PWA.. 
Out-of-the-box, the application be run 

- In a standalone browser (or browser tab) 
- As a Progressive Web App 

 

Via customisation, it is also possible to run the application within another application (CRM, 
web portal,..) 

 

2.1.2. First time usage 

The first time the application is launched, the browser will ask whether web notifications 
are allowed. The user should accept these, so the system can display popup notifications 
whenever interactions are routed to the agent. 
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2.1.3. Progressive Web App (PWA) 

The application can run in a regular browser, or in a Progressive Web App (PWA). To install 
as PWA, the user clicks the ‘install’ link in the main screen. This will deploy the app in the 
start menu, where it can then run in a separate window (which makes it easier for users to 
find WO X in their task bar). 

 

 

The user as thus can choose how to run WO X. Only limitation is that for 1 user, the session 
can only be open in computer (and 1 browser tab or PWA) at the same time. 
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2.1.4. Agent login 

The application consists out of a series of javascript files (which are divided into chunks to 
facilitate loading). 

While still loading, a spinner may appear. Once loaded, the login screen appears 

 

 

In the login screen, the user is prompted for a username and password. These correspond 
with a person object in the Genesys configuration (password = optional). If the user likes to, 
he can save his password (this functionality is proposed/offered by the native browser 
functionalities, so outside of the WO application). 

Based on the username, the profile of the user is retrieved, in which 

- The skills define the channels available 
- The agent login is linked to the agent 
- The place/DN is linked to the agent (via default place) 
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2.1.4.1. Alternative solutions 

Via customisation, other methods can be introduced 

- Integration with SSO provider 
- Integration with SAML token 
- Retrieval of the username via the URL (when running in for example an iframe) 
- Allowing selection of the channels, rather then linking them in the profile 

 

2.1.5. Agent logout 

To logout, the user can choose the ‘logout’ option from the main menu (visible by clicking 
the menu icon/name of the agent at the top right of the application). 

 

While logging out, a message is temporarily shown in the interface, indicating that the app is 
not usable. 

2.1.5.1. Inactivity 

When a WOX session is active, a session counter is kept server-side. After a configurable 
delay, a web notification is sent to the user – asking whether they still want to use Web 
Office (and remain logged in). Action buttons inside allow to extend (or kill) the session. 

The timers for this mechanism are configurable inside the CME application. 
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2.1.5.2. Logging out existing session(s) 

When using WO-X it is possible that the user is already logged onto another device (or 
another flavour, such as Mobile Office). 

In case this is detected by the system, a dialog is proposed – allowing you to logout/take 
over the session. 
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2.1.5.3. Multiple browsers 

WOX can only be open in 1 browser tab at he same time. In case you try top open it in 
another tab (while it still running in the background/other tab) – a warning will be displayed. 

 

 

2.1.5.4. Preventing accidental closure 

When using WOX in combination with WebRTC (voice termination in the browser), it is 
required to have the application open in a tab continuously – since else the WebRTC network 
connection is lost. 

To ensure the user does not accidentally close the application, a message will be shown 
whenever you attempt to close it. 

 

 

If you would still close it (meaning: you have an active Genesys session with WebRTC, but no 
open WOX), a notification will be pushed, asking you to reconnect – and your voice channel 
will be logged out for voice in the meanwhile, to prevent interactions from being routed to 
your extension. 
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2.1.5.5. Switching between WOX and MO 

Switching between Mobile Office and Web office X for live sessions is possible, with the 
following limitations 

- Any email draft is not automatically saved (the user should save it into the drafts 
workbin before switching) 

- When using voice, the audio flow stays on the first device – it is not transferred to 
the new session 

2.1.5.6. Upgrades 

WO X is a web application, so it means nothing needs to be installed on the client. For 
performance reasons, the javascript files (containing the WO X functionality) will be cached. 

Whenever there’s a new version available on the server, the user might be presented with 
the screen below. By clicking the ‘refresh’ button, the cache is refreshed and the user can 
continue working again. 
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2.1.6. General functionality 

Once successfully logged in, the home screen appears and the user is in the notready state. 
In case any widgets were previously added (in WOX), they will appear automatically, since 
the profile is stored on Genesys side. 

 

 

At the right side of the screen, the name of the agent is shown. Clicking it opens the menu – 
allowing access to other functionality (view ‘Settings menu’). 

The avatar is shown at the upper right side. This is the same avatar as the one used in Mobile 
office for the user, and it can be changed using the settings menu. 
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2.1.6.1. Agent management 

At the top left side, a counter is displayed – which displays the time the user is in the 
current agent state. 

 

 

For the counter, the following logic (similar to CC Pulse) is used: 

- One of the channels is in aftercallwork 
o the time that channel is in ACW 

- All channels are ready 
o The time when all channels became ready 

- One or more channels are notready 
o The time, starting when the first channel became notready 

 

Next to the counter, a large button indicates the current ‘overall’ status (on agent level). 
When clicking it, a rollout menu with action codes is proposed – where the ready reason (in 
green) is shown at the top. 

 

A blue check mark is shown next to the reason which is currently active. By clicking on any 
of the results, the agent state (all logged in channels) will be changed into this state. 

At the right side of the agentstate button, each channel is represented by a button. By 
clicking the button, you can switch between ready and notready (default action code) for 
this channel only. 
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The colour of the agent and channel buttons depend on the state: 

Channel 
colour 

Agent colour Status 

  

 
Ready 

  

 
Notready 

  

 
Aftercallwork (ACW) 

 (not applicable) 

 
The channel is Out-of-Service 

 

 

The following channel buttons are visualized (depending on the skillset of the agent) 

Icon Channel 

 

 
Voice 

 

 
Chat 

 

 
Workitem (open media tasks) 

 

 
Email 

 

 
SMS 
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2.1.6.2. Settings menu 

The settings menu is accessible, by clicking the agent name which is oriented to the right of 
the application. 
 

 

2.1.6.2.1. Change avatar 

This module uses the webcam (if present) of your computer to take a picture and upload it 
to the WO X server. The picture is stored inside Genesys UCS, and is used as avatar within 
both WO-X and MO, and is also shown in the ‘agent transfer/dial’ dialog – so other users can 
see your photo. 

 

 

By clicking the button at the bottom of the screen, the photo is taken and stored in Genesys. 
The dialog will then close. 
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2.1.6.2.2. About 

In the about screen, technical information about your current session is displayed. 

 
 

2.1.6.2.3. Terms & Conditions 

This link opens the T&C specific to the Web Office X application. 
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2.1.6.2.4. Settings 

The settings menu allows to use to make a selection of the colour scheme used by the 
application. 

 

 

The selection made by the user will be stored in the profile, so it is preserved for future 
usage. 

 
2.1.6.2.5. Logout 

By clicking this link, the user will be logged out from the Web office X application – see 2.1.5 
‘Logging out’. 
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2.1.6.3. Interaction icons 

When one or more interactions are present in the workspace, they are marked with an icon 
in the top bar – next to the ‘add widget’ button. 

 

 

The colour of the icon depends on the settings (see settings menu) – each interaction type 
can have another colour. In case the interaction requires an action (ringing state, or a new 
chat message has arrived) it will be blinking. 

 

By clicking the icon, the interaction widget will be marked with a coloured border, and there 
will be vertical scrolling done in case the widget would be positioned out of sight. 
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2.1.6.4. Adding widgets 

When WO X is started for the first time, the workspace will be empty – no widgets are 
shown. By clicking the add button (see below), the user has the possibility to add new 
widgets. 

The selection of widgets is saved in the profile (on Genesys side), so this is preserved for 
future usage. 

 

 

The number of widgets that is proposed depends on the channels available for the agent, 
and on configuration on the Office Server. 
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Below, find an overview of the widgets available. 

Icon Widget / functionality 

 

Shows a window allowing to create a new 
outbound interaction for the respective media. 

No widget is added to the workspace (see ‘new 
interaction’ widget in case you want to add a 
dialer into the workspace). 

 

This adds a widget with pie charts, representing 
information about the personal performance 
(number of interactions taken,..) 

 

This adds a journal, containing all the 
interactions the agent has treated during the 
day. 

Only available in case a Universal Contact server 
is present. 

 

This adds a widget which acts a dialpad, allowing 
the user to create new outbound interactions 
(rather then using the modules in the menu > 
‘new interactions’) 

 

This module is only available in case the user has 
the ‘debug’ option enabled in his profile. 

It is a technical option, meant for IT support staff 
to debug the application. 

 

Similar to the ‘personal statistics’, this module 
enables ‘queue statistics’. This allows to 
visualize statistics on agent group/queue / 
callcenter level. 

 

This module is available in case the user is logged 
in for email. It visualizes the available workbins 
for the user and allows the user to pick 
interactions from them. 

 
This module allows to manage contact 
information for contacts stored in Universal 
Contact Server 

 

Removes all widgets from the user workspace, 
and reset to an empty pane. (original situation) 

 

2.1.6.4.1. New interactions 

The ‘new interaction’ functionality is only available for voice, email, SMS and callback – and 
only if the user holds the correct channels/configuration. 

For each interaction type, a module is rendered which allows to select a destination, and 
click to create the interaction. 

When the interaction is created, the module closes and a widget (holding the interaction) 
will be visualized in the workspace. 
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2.1.6.4.1.1.1. New Voice interaction 

The ‘new voice interaction’ dialog allows to create a new outbound voice interaction 
towards one of the following targets 

- Queue 
- Agent 
- Number from the phonebook 
- Number from Universal Contact Server 
- Any random number 

 

2.1.6.4.1.1.1.1. Queues 

In the ‘queues’ section, predefined destinations are shown. A destination can be a routing 
point or queue inside Genesys. 

Each queue has an icon (configurable in CME, icon is limited to the icon set of WOX), and an 
indication of the estimated waiting time at the right side (which is collected from Stat 
server) 

It is possible to filter the list of queues by using the searchbox at the top. Executing an 
empty search will show the complete list of available queues. 

In case more queues are found then the dialog allows to display, a vertical scrollbar is 
shown. 

 

 

On the user has selected a target, the ‘phone’ button at the bottom of the dialog allows to 
dial out. 

When dialing out, the dialog will close, and a new ‘outbound voice widget’ will be added 
into the interface. 
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2.1.6.4.1.1.1.2. Agents 

In the agents view, you can search for any user within the Genesys platform. If the user is a 
MO/WOX user – and has previously uploaded an avatar – the photo will be visible. 

Around the photo, an ellipse indicates the status of the respective agent 

Icon Status Callable 

 

Logged off No 

 

Available Yes 

 

Not available No 

 

It is only possible to dial towards agents who are in the ‘ready’ state. In order to define the 
status of the agent, the status of the DN object for this agent is retrieved from the stat 
server. 

Similar to ‘queues’, it is possible to filter the list of agents by searching. Executing an empty 
search will reset the list (and show favourites). 

 

Buttons for each result allow to mark an agent as favourite (or remove it). 

Icon Functionality 

 

Remove as favourite (this is 
currently a favourite user) 

 

Add as favourite (currently 
not a favourite user) 

 

The same list of favourites is preserved throughout the interface and is also proposed when 
transferring interactions. The list of favourites is stored in the person object in CME – so it is 
preserved for future sessions. 

 
Once an item is selected, the ‘phone’ button at the bottom of the dialog allows to dial out. 
The dialog will close, and a new ‘outbound voice widget’ will be added into the workspace. 
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2.1.6.4.1.1.1.3. Phonebook 

The phonebook links to the ‘Enterprise Phonebook Service’. This is a cloud service that links 
to your company’s phonebook (SQL database, via an API,..) 

It allows searching the phonebook. Results are selectable with a radio button. 

In case no phonebook is activated for your organization, the functionality will be hidden. 

 

 

Once an item is selected, the ‘phone’ button at the bottom of the dialog allows to dial out. 
The dialog will close, and a new ‘outbound voice widget’ will be added into the workspace. 
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2.1.6.4.1.1.1.4. Contacts 

This module allows to query the ‘Universal Contact Server’ (UCS), a component for contact 
management within Genesys. 

Only results with a phone number are displayed – and the actual number is displayed at the 
right side. 

 

 

By selecting a result (with the radio button) and clicking the button at the bottom of the 
screen 

 

2.1.6.4.1.1.1.5. Random number 

At any time, the user can dial a random number. To do this, enter the number in the search 
box. As soon as the number is entered, the dial button at the bottom of the screen becomes 
enabled. 

By clicking the button, the dialog will close, and a new ‘outbound voice’ widget will be 
added to the workspace. 
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2.1.6.4.1.1.2. New Email interaction 

To construct a new outbound email interaction, the user has the choice between: 

- Email from local phonebook 
- Email from Universal Contact Server 
- Random email address 

2.1.6.4.1.1.2.1. Local phonebook 

 

The phonebook links to the ‘Enterprise Phonebook Service’. This is a cloud service that links 
to your company’s phonebook (SQL database, via an API,..) 

It allows searching the phonebook. Results are selectable with a radio button. 

In case no phonebook is activated for your organization, the functionality will be hidden. 

 

 

Once an item is selected, the ‘email’ button at the bottom of the dialog allows to create the 
interaction. The dialog will close, and a new ‘outbound email widget’ will be added into the 
workspace. 
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2.1.6.4.1.1.2.2. Universal contact Server 

 

This module allows to query the ‘Universal Contact Server’ (UCS), a component for contact 
management within Genesys. 

Only results with an email address are displayed – and the actual email is displayed at the 
right side. 

 

 

By selecting a result (with the radio button) and clicking the button at the bottom of the 
screen, the interaction is created. 

 

2.1.6.4.1.1.2.3. Random email address 

To create an outbound email to any random email address, the user can use the ‘search’ box 
to enter an email address. Once a valid address (@ & domain present) is present, the email 
button at the bottom of the screen becomes enabled, and allows the user to create the 
interaction. 

Upon clicking it, the dialog closes, and a new ‘outbound email’ widget is added into the 
interface. 
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2.1.6.4.1.1.3. New SMS interaction 

For an outbound SMS, the user can make the choice between 

- Phonebook 
- Universal Contact Server 
- Random number 

 

2.1.6.4.1.1.3.1. Local phonebook 

 

The phonebook links to the ‘Enterprise Phonebook Service’. This is a cloud service that links 
to your company’s phonebook (SQL database, via an API,..) 

It allows searching the phonebook. Results are selectable with a radio button. 

In case no phonebook is activated for your organization, the functionality will be hidden. 

 

 

Once an item is selected, the ‘SMS button at the bottom of the dialog allows to create the 
interaction. The dialog will close, and a new ‘outbound SMS widget’ will be added into the 
workspace. 
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2.1.6.4.1.1.3.2. Universal contact Server 

 

This module allows to query the ‘Universal Contact Server’ (UCS), a component for contact 
management within Genesys. 

Only results with an phone number are displayed – and the actual number  is displayed at the 
right side. 

 

 

By selecting a result (with the radio button) and clicking the button at the bottom of the 
screen, the interaction is created. 

 

2.1.6.4.1.1.3.3. Random number 

To create an outbound SMS to any random number, the user can use the ‘search’ box to 
enter a number. Once entered, the SMS button at the bottom of the screen becomes 
enabled, and the user can create the interaction. 
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2.1.6.4.1.1.4. New Callback (GMS) 

Web Office supports callbacks via Genesys GMS (Genesys Mobile Services). This dialog allows 
the user to schedule a callback. 

 

 

The following input is required 

- Date and time for the callback 
- Service 

o List of services is proposed, this is coming from configuration in CME 
- Phone number 

o Any number can be entered 

 

In case the selected timeframe is no longer available, a list of timeframes will be proposed – 
based upon input from the GMS backend. 

 

If the input is accepted by GMS, the dialog will be closed. 



Functional Guide Web Office X for Genesys Engage Page 33 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.1.6.4.2. Personal statistics 

The ‘personal statistics’ widget allows the user to retrieve statistical information about his 
session. The items are presented in a pie chart. The selection of stats that are made 
available are configured in CME (same set for all users – but requested for the ‘person’ 
object of the user). 

 

 

 

Using configuration, colour profiles can be applied. A refresh button allows to retrieve the 
latest content from stat server (no auto-refresh is enabled). 
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2.1.6.4.3. Todays interactions 

The ‘todays interactions’ widget works as a journal for the user. Any interaction treated by 
the agent during the day will be shown inside. 

In case an interaction was transferred, it may only appear for the last agent who treated the 
interaction (limitation of Universal Contact Server, the component which manages the 
interaction history). 

Only interactions for the current working day are shown. 

 

 

The content of the widget is not refreshed automatically. A refresh button allows the user to 
retrieve the latest content. 

Interactions are displayed with the following icons: 

Icon Media 

 

Inbound phone call 

 
Outbound phone call 

 

Callback 

 
Inbound email 

 

Outbound Email (or email reply) 

 
Web Chat 

 

Inbound SMS 

 
Outbound SMS 

 
Workitem (generic interaction) 
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By clicking an interaction, the interaction expands – showing the actual content (preview). 
Also, a button will be shown allowing the user to contact the client again (click-to-dial or 
click-to-email functionality). 

 

2.1.6.4.3.1.1. Interaction Preview – Voice (and callback) 

For voice interaction (inbound, outbound, callback), the interaction preview contains 

- Name of the agent who handled the interaction 
- Duration 
- Userdata (the same userdata which is shown in the filtered view while handling the 

interaction, is visible) 
- Depending on the available channels, buttons to 

o Callback the customer 
o Send an SMS towards the customer 
o Create a new email towards this customer 
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2.1.6.4.3.1.2. Interaction Preview – Email 

For email interactions (inbound, outbound), the interaction preview contains 

- Preview of the interaction (body, including subject) 
- By clicking the ‘info’ icon next to the preview, more details become visible (to, 

from, cc). 
- Depending on the available channels, buttons to 

o Callback the customer 
o Send an SMS towards the customer 
o Create a new email towards this customer 

  
 

2.1.6.4.3.1.3. Interaction Preview – chat 

For chat interactions (inbound, outbound), the interaction preview contains 

- Preview of the interaction (message transcript) 
- Depending on the available channels, buttons to 

o Callback the customer 
o Send an SMS towards the customer 
o Create a new email towards this customer 
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2.1.6.4.3.1.4. Interaction Preview – sms 

For SMS interactions (inbound, outbound), the interaction preview contains 

- Preview of the interaction (message transcript) 
- Depending on the available channels, buttons to 

o Callback the customer 
o Send an SMS towards the customer 
o Create a new email towards this customer 

 

 
 

2.1.6.4.3.1.5. Interaction preview – workitem 

For voice interaction (inbound, outbound, callback), the interaction preview contains 

- Name of the agent who handled the interaction 
- Duration 
- Userdata (the same userdata which is shown in the filtered view while handling the 

interaction, is visible) 
- Depending on the available channels, buttons to 

o Callback the customer 
o Send an SMS towards the customer 
o Create a new email towards this customer 
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2.1.6.4.4. New interaction 

The ‘new interaction’ widget, when added, adds dialer functionality to the workspace. The 
functionality works identical to the ‘New interaction’ dialogs (shown under the + Add widget 
button). 

 

 

By clicking the channel icon at the top right, you can switch between the available 
interaction types. The media available depend on the channels which are logged on for your 
session. 

 

Icon Media 

 
Outbound phone call 

 

Callback 

 

Outbound Email 

 
Outbound SMS 
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2.1.6.4.5. Debug 

The debug widget is a technical widget. It is only shown for specific users (configuration 
required on user profile in CME). The goal is to allow debugging the WO X functionality 
(reserved for technical support staff). 

 

 

A series of icons at the top allows to take additional actions 

Icon Media 

 
Refresh widget content 

 
Copy to clipboard 

 
Dump towards server 

 
Clear widget content 
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2.1.6.4.6. Queue statistics 

The queue statistics widget visualises information on callcenter level: number of calls in 
queue, number of agents logged in, … 

The statistics range available is the same for all agents. It is defined server-side. 

Each agent can make its own filter – and only display the statistics they want to visualize. 

This view is not a real-time view: statistics values are pushed via a polling interval (each x 
seconds) and may differ from values available in CC Pulse+. 

 

 

By clicking the ‘filter’ icon, a dialog is presented, allowing the user to choose which 
statistics must be shown. Any selection made in here is preserved server side in the profile 
of the user (CME). 
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2.1.6.4.7. Workbins 

A workbin is a folder in which interaction are routed. Users can visualize a workbin and pull 
content from it (in a ‘pull’ way, instead of pushing via routing). 

Email drafts is a classic example of a workbin. 

Workbins come in many forms 

- Personal workbin, dedicated to the user 
- Agent group workbin: anyone in the agent group call view & pull interactions 

 

An interaction is only assigned to the user when it is pulled from the workbin. 

 

By clicking a workbin, the content collapses, giving an overview of the interactions within. 

  

By clicking the blue V icon at the right side, the interaction is pulled. When pulled, it is no 
longer visible in the workbin and becomes visualized as a new email widget in the agent’s 
workspace. 
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2.1.6.4.8. Contacts 

The contacts widget allows to query the Universal Contact Server, to visualize contacts and 
their interaction history – as well as modifying contacts. 

 

 

When entering a search query in the search box (and pressing enter or clicking the search 
button) a search is launched on the Universal Contact Server on first name, last name, 
phonenumber and email address. Based on configuration, secondary (non-primary) attributes 
are taken into account. 

In the list of results the main attributes (first name/last name, primary phonenumber, 
primary email) are visualized. 

By clicking the buttons at the right side, the ‘edit contact information’ or ‘contact history’ 
modules are launched. 
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2.1.6.4.8.1.1. Edit contact information 

The ‘edit contact information’ view allows to edit details for the selected contact. 

The first name or last name can be changed in the top section. Changes are applied upon 
clicking ‘Save contact’. 

 

 

Other attributes (phone numbers and email addresses) are managed in the module below. By 
clicking the ‘add phonenumber’ or ‘add email address’ button, a form is rendered allowing 
for input. 

 

 

By clicking the ‘add phone number’ (or add email address), the attribute is added onto the 
contact. 

 

By clicking next to one of the attributes in the list (on the star icon), you can mark an 
attribute as primary. Only 1 primary attribute is allowed per type. 

 

 

To remove an attribute from a contact, click the ... icon at the right side. This will propose 
a menu in which you choose the ‘remove attribute’ option. 
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2.1.6.4.8.1.2. Contact history 

The ‘contact history’ view offers a view similar to ‘todays interactions’ but based on the 
interactions for this specific contact. By clicking an interaction, the view shows the details 
for this interaction. 

 
 

2.1.6.4.8.1.3. Adding a contact 

In the header of the widget a button is available, which allows to create a new contact. 

Icon Functionality 

 

Go to the ‘new 
contact’ 
module. 
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2.1.6.5. Widget functionality 

For any widget, there is the ‘more functionality’ button (represented by ... at the top right 
side of the widget). When clicked, this gives access to additional functionality for this 
specific widget. 

 

Users can position widgets where they want in the screen. Note: when resizing the 
workspace (browser window), this will reset the widget selection to ‘default’. 

 

In the table below, there’s a short explanation for each functionality. 

Icon Functionality Description 

 Pin Pins the widget to a specific location. A pinned widget will 
appear in this location and will not move up if other widgets 
are removed from the workspace). 

 Collapse Reduces the size (height) of the widget to a minimal mode. In 
case of a voice interaction, in this mode buttons to handle CTI 
control (transfer, hold,..) will be shown, but the other 
content (KVP’s,…) is hidden. 

 Pop out Reduces the widget to ‘minimal’ mode (= collapse) and shows 
the functionality in a separate popup. This way, for example, 
you can position chat windows anywhere on your monitor, 
rather then in the workspace. 

 Save layout When you resize a widget, if you click ‘save layout’, these 
settings will be preserved towards the server (and retrieved 
for the next attempt) 

Only the size of a widget is saved, not the location (location is 
kept in the local cache, per resolution of the workspace. It is 
not preserved in the profile). 

 Close Removes the widget from the interface 
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2.1.7. Voice functionality 

2.1.7.1. Supported modes 

Web Office X can be used with the Genesys voice functionality, having one of the endpoints 
specified below 

- Audio not handled by WOX 
o In this case, the audio is not terminated by the WOX product itself (in the 

browser), but rather via 
▪ Actual hardphones 

• In case your Genesys environment is linked with an existing 
Avaya, Alcatel OXE (or other) PBX 

▪ SIP Phone 

• A Genesys compatible SIP Phone, either a 3rd party product 
(Bria/Xlite,..) 

• An endpoint based on the Genesys SIP Endpoint SDK 
▪ SIP Remote 

• Or ‘nailed up connections’. In this mode, Genesys routes to 
an PSTN extension of the regular PSTN network. Some CTI 
control (answer) will not be available and has to be handled 
on the actual phone. 
 

o In WOX, methods will be available to handle the actual CTI control (hold, 
transfer,..)  

 

- Audio handled by WOX 
o Uses the browser functionality to offer audio termination 
o Requires Genesys SIP server to be linked with the WebRTC provider 
o By an integration with a compatible WebRTC Provider 

▪ Twilio Programmable Voice Platform 

• Twilio is a cloud telephony platform, exposing a WebRTC 
Gateway SDK 

• Integration via a JavaScript SDK integrated in WOX 
▪ AudioCodes WebRTC gateway 

• WebRTC functionality which is embedded in AudioCodes SBC 
(on premise hardware or virtualized SBC is required) 

• Integration via a JavaScript SDK integrated in WOX 
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2.1.7.2. Call flow 

2.1.7.2.1. Preview-interaction vs regular 

Genesys allows to route in ‘preview-interaction’ mode. In this mode, before offering the 
actual PSTN stream to the agent, an invitation is sent to the agent desktop. Only after 
accepting the invitation, the PSTN is routed. 

In this mode, WOX will work in an auto-accept mode: only the invitation must be accepted 
by the agent, the PSTN will be automatically accepted (except for SIP remote, or for cases 
where the endpoint does not allow the ‘answer’ CTI control). 

2.1.7.2.2. Notification 

When an incoming voice interaction arrives, a notification is published in the notification 
center. (in order to have this functionality working, WOX is not required to be open in the 
browser, but the browser process itself must be active). 

In the notification, actions buttons allow to accept or reject the interaction. 

The accept button is only shown in case applicable: 

- For preview invitations 
- In case the endpoint allows for an answer via CTI control (not the case for SIP 

remote, where you need to answer the actual PSTN flow on the phone device) 

 

  

 

In case the user does not take the interaction in time, standard RONA (Redirect-On-No-
Answer) functionality is provided by Genesys. Whenever the interaction is removed for 
RONA, the user is notified: 
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2.1.7.2.3. Handling the actual interaction 

Once the interaction is offered, the voice interaction is also visualized as a widget inside the 
workspace.  

For the widgets, 3 parts are visible 

- Header 
o Telephony number 
o First name/last name of the contact 

▪ This information is coming from Universal Contact Server, based on 
an automatic lookup on the CLI 

- Content (information for the current tab/module) 
o See ‘Tabs with information’ for more info 

- Bottom bar 
o Allows for CTI control 

 

2.1.7.3. CTI Control 

In the table below, find an overview of the available buttons for CTI control. The buttons 
depend on the scenario (see screenshot below) 

2.1.7.3.1. Preview invitation 

In this mode, Genesys offers the interaction to the agent. He can accept or reject the 
invitation. No audio stream is offered yet. 
 

 

Icon Functionality 

 

Reject the invitation 

 

Accept the invitation 
This will tell Genesys to route the Audio 
flow. It will be automatically accepted on 
compatible devices (SIP remote excluded) 
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2.1.7.3.2. Ringing 

In this mode, the actual extension of the agent is ringing. The agent can refuse the 
interaction (releases the audio stream) – or accept it. 

The accept button is only shown on compatible devices (excluding SIP remote), where the 
‘answer’ CTI action is supported. 

In case the interaction was originally offered as a ‘preview invitation’, the user doesn’t have 
to accept the interaction a 2nd time, this will be automatically accepted by the application. 

 
 

Icon Functionality 

 

Refuses the interaction. When clicking, the 
interaction is removed from the interface 

 

Accepts the voice interaction (audio flow). 
The interface will transition to ‘TALKING’ 
when connected. 

 

2.1.7.3.3. Established 

Once connected to the agent, the buttons shown below will be visible. Some are shown 
conditionally: they depend on the PBX type used, and/or if the functionality is activated in 
CME. 

 

Icon Functionality 

 

Releases the audio flow. The interaction will stay present 

 

Launches the transfer dialog 

 

Holds the call 

 

Retrieves the call (form hold) 

 

Launches the DTMF dialog 

 

Mute the audio (only available in WebRTC mode) 

 

Unmute the call (only available in WebRTC mode) 

 

Start recording (only available in case recording via GIR is 
enabled, and recording control is allowed) 

 

 

Stop recording (only available in case recording via GIR is 
enabled, and recording control is allowed) 
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2.1.7.3.4. Recording 

WOX is integrated with GIR (Genesys Interaction Recording). When enabled via configuration 
in CME, the recording buttons allows to start/stop the GIR recording. 

Integration with other recording systems is possible via customisation. 

In general, except for instructing the interaction tool to start/stop recording, WOX is not 
handling any specific audio recording – this is done server side by the recording/Genesys 
infrastructure. 

 

2.1.7.3.5. DTMF 

When clicking the DTMF button, a dialog appears, allowing to enter DTMF digits. DTMF digits 
are always sent over the Genesys TServer. 
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2.1.7.4. Transferring calls 

When the transfer button is clicked, a dialog is shown, allowing to choose a transfer 
destination. 

The following types of targets are allowed 

- Queue 
- Agent 
- Number from phonebook 
- Contact from phonebook 
- Random number (by entering any number in the search box) 

 

 

After selecting a transfer target, the buttons at the bottom of the dialog become available. 
These buttons allow to select the mode of the transfer. 

Icon Functionality 

 

Consultative transfer 

Initiates a consult transfer towards the other party. The agent 
will first have the possibility to speak with the other party. Only 
after this, the agent can complete the transfer. 

 

Single-Step-Transfer 

Directly transfers the interaction to the other party, without 
first having a one-on-one conversation with the other party. 

 

During a consultative transfer, the interface changes to the below actions: 

 
 

Icon Functionality 

 

Retrieve customer 

Release the consult interaction with the agent & retrieves the 
agent 

 

Complete transfer 

Connects the other agent with the client. Releases voice stream 
for agent 1 

 

Alternate 
Swap between both lines (put agent on hold) 
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2.1.7.5. Conferencing 

During a consult (2 step) transfer, it is possible to conference with all parties. A dedicated 
button appears. 

 

 

Icon Functionality 

 

Complete conference 

Joins all parties in 1 conference call 

 

Once completed, both parties will appear in the call. Whenever a party leaves the 
conversation, the parties label will be updated. 
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2.1.7.6. Tabs with information 

During the interaction, a series of modules becomes available. The modules are shown 
conditionally (more information in the table below). 

Icon Functionality 

 

Userdata (KVP) view 
Shows a filtered list of userdata (of the interaction). The keys 
which are shown are defined in CME 

 

Interaction history 

Allows to visualize the interaction history for the contact 
assigned onto the interaction. 

Only shown in case a Universal Contact Server is present. 

 

Contact information 

Allows to visualize the contact information for the contact 
currently assigned onto the interaction – and allows to switch to 
another contact. 

Only shown in case a Universal Contact server is present. 

 

Comments/notepad 

Allows to add comments – which are part of the userdata of the 
interaction. When transferring this interaction, these comments 
are also visible for the agent receiving the interaction. 

 

Disposition codes 

Allows to qualify the interaction (based on a disposition code). 
The code is sent towards Genesys and allows for reporting. 

 

2.1.7.6.1. Userdata View 

 

 

In this view, a list of (filtered) userdata is shown. The administrator defines in CME which 
keys should appear. They offer additional context for the interaction. 

The userdata view is always the ‘default view’, when a new interaction arrives in the 
workspace. 
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2.1.7.6.2. Contact history 

The ‘contact history’ view contains the interaction history for the contact currently assigned 
onto the interaction. The toolbar performs a default lookup based on either the contactId (in 
case the contact was previously searched/confirmed for this interaction) or based on CLI. 

The functionality is identical as the one for the ‘contact search’ widget. By clicking an 
interaction, the details for this interaction are shown – and buttons allowing to create new 
outbound interactions for the contact are shown. 

 

 
 

2.1.7.6.3. Contact information 

This module shows information about the contact which is currently assigned onto the 
interaction.  

 

 

By clicking the ‘attach other contact’ button, a dialog opens, allowing the user to search for 
another contact. By confirming the selection in the dialog, the contact is updated – and the 
information in the top bar will be changed to reflect this change. 

When navigating to the interaction history afterwards, the history for the newly chosen 
contact will be shown. 



Functional Guide Web Office X for Genesys Engage Page 55 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

 

Upon selecting an item (with the radio button shown at the left of the search result), the 
contact is updated. 

The module – apart from changing/viewing the contact – also allows to update the contact 
information. For more information, see the ‘Contact Search’ widget. 

 

2.1.7.6.4. Comments 

This module allows to add notes onto the interaction. These notes are part of the interaction 
data, and are sent along whenever the interaction is transferred to another agent. This way, 
information about the interaction/contact can be shared with other parties within the 
Genesys Ecosystem. 

   

 

In order to save the notes, comments should be added and the ‘save notes’ button should be 
clicked. 
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2.1.7.6.5. Disposition codes 

This module allows to qualify the interaction via disposition codes. Whenever a code is 
selected, this value is sent towards Genesys – and reporting can be done on Genesys side. 

During an interaction, it is only possible once to select a disposition codes (once selected, 
the module disappears). 

 

 

Disposition codes are not mandatory – by default. A button at the bottom screen allows to 
skip disposition. This behaviour can be configured, in order to make it mandatory (if 
required for the use case). 

 

Icon Functionality 

 

Skip disposition 

Removes the interaction from the interface 
without requiring a disposition code 

 

If the user would logout while a widget is still present (requiring disposition), this will be lost 
afterwards. 

 

In case the interaction is in the ‘released’ state, and disposition is mandatory, a button is 
displayed allowing to navigate to the disposition module – where the user can close the 
interaction. 
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2.1.7.7. Aftercallwork 

Once an interaction is released, and disposition is handled, the interaction is removed from 
the interface and the user is put into After Call Work (orange colour). 

Depending on the configuration, the user is pushed automatically back into the ‘ready’ state 
after a delay configured in CME. 

In case no disposition would be enabled, the widget would still remain visualized. It is only 
when the user confirms he is done working on the interaction (by closing the widget). 

2.1.7.8. WebRTC 

WebRTC is a technology that allows for audio termination inside the browser – without the 
need for any other installation. 

Web Office X supports WebRTC via the following providers 

- AudioCodes 
o Have an SBC with integrated WebRTC gateway 
o Can be both physical devices, or virtualized/software 
o Are linked via a SIP trunk towards the Genesys installation 
o No TURN/STUN required 
o WOX implements the AudioCodes JavaScript SDK and acts as an endpoint 

 
- Twilio 

o Twilio is a cloud telephony platform that exposes web services that allow for 
WebRTC Termination 

o Based on the Twilio Programmable Voice Platform 
o No infrastructure needed: the Genesys installation is linked via an SBC + SIP 

trunk towards Twilio 
o Pay-per-use (pay per minute the WebRTC gateway is used) 
o TURN/STUN servers available on Twilio side 
o WOX implements the Twilio JavaScript SDK and acts as an endpoint 
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2.1.7.9. Callbacks 

Web Office X allows treating Callbacks sent by Genesys Mobile Services. These callbacks are 
sent over the regular voice channel – the voice status of the agent is taken into account. 

Once a callback is offered, a widget is rendered which is similar to the regular voice widget. 

 

 

 

If a callback is offered in ‘preview mode’, the KVP view contains the set of preview-data 
which were made available by GMS. In other cases, it contains the regular userdata view. 

Once a callback is accepted, Genesys will initiate the dial process towards the client. Once 
on the line, the interface will reflect this change: 

 

 

 

While calling/talking with the customer, the regular buttons are available at the bottom of 
the screen. 
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After handling the call (once the audio is released), a series of buttons is proposed – based 
on configuration in GMS. 

 

 

Icon Functionality 

 

Retry now 
Executes a ‘retry now’: the callback will be 
routed again by GMS to the agent, so a new 
attempt can be made. 

 

Reschedule 
Opens the ‘schedule callback’ dialog (see 
below screenshot), with all information from 
this callback prefilled. Allows to schedule a 
new callback based on this input 

 

Finalize interaction 
In case no disposition codes are available for 
the interaction, this button allows to 
terminate the interaction 

 

The below screenshot shows an example of the reschedule dialog. 
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2.1.7.10. Outbound campaigns 

WOX supports outbound campaigns, including ‘push preview’ mode. In all cases, a voice 
widget (similar to callback is rendered).  

For push preview, a dedicated icon will appear in the channel list. The interaction itself is 
presented in the same way for both push preview and other modes. 

 

 

A dedicated widget is available when outbound campaigns are enabled – which allows to 
visualize the list of enabled campaigns for the user. 
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In the campaigns view, for applicable situations (preview campaigns in ‘Running’ mode), you 
can click the V icon to retrieve a new record. In case none is available, an error will be 
shown. 

 

 

 

2.1.7.10.1. Handling a campaign record 

  

 

When a campaign record (example is preview) is offered, the regular ‘userdata’ tab is 
replaced with one displaying the campaign record. The fields are editable, and at the 
bottom of the list a save icon is displayed, which allows to update the record. These updates 
are written to the calling list 
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When a preview record is offered, 2 buttons appear 

Icon Functionality 

 

Reject the record 

 

Accept (dialout) in the record 

 

When dialing out, this is always done for the active record in the chain.  

2.1.7.10.2. Managing the chain 

A module ‘manage chain’ is available, which allows to add records to the chain – and 
activate another record. A redial button will appear in the interface, allowing to redial using 
the newly selected number. 

  

 

The blue checkbox indicates the currently active record. When clicking the + icon, the dialog 
(shown in the right screen) is rendered. 

 

2.1.7.10.3. Actions with a record 

Once a record is dialed, additional functionalities become available in the bottom buttons 
bar. 

Icon Functionality 

 

Reschedule the record. 

Shows a ‘reschedule’ dialog 

 

Mark do not call 

Blacklists the number 

 

Cancels the record 

 

Navigate to the qualification screen 
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2.1.7.10.4. Reschedule 

 

 

When rescheduling, a dialog appears allowing to confirm the telephone number, and choose 
a date/time in the future. 

A checkbox allows to mark the reschedule attempts as ‘personal’. If not selected, the record 
is rescheduled for any agent in the campaign (Genesys will choose the agent). Rescheduled 
records will be routed directly to an agent who is logged in – even while the agent is in the 
notready state. 
 

2.1.7.10.5. Qualification 

 

For outbound records, the regular ‘disposition’ dialog is replaced with the callresults from 
Genesys Outbound Contact Server. 

Based on the callresult selected, Genesys can route the record (or take specific actions with 
it). 

 



Functional Guide Web Office X for Genesys Engage Page 64 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.1.8. Chat functionality 

2.1.8.1. Notifications 

When a new chat is offered, a notification is shown – offering buttons to accept or reject the 
interaction. When clicking one of the action buttons, WOX will be launched (in case closed: 
opened again – in case the tab is in the background it will get focus), and the action is 
executed. 

 

In case the user does not accept the interaction, standard RONA (Redirect-On-No-Answer) 
behaviour applies: the interaction is taken back by Genesys (and will be routed to another 
target, based upon routing rules) – and the agent is pushed notready for the chat media. 

 

2.1.8.2. Handling a chat 

When WOX is open and a chat interaction is present – a chat widget is shown (one for each 
interaction – in case multiple are present). When the interaction is offered, by default the 
userdata (KVP) tab is shown. Upon accepting the interaction, the ‘message’ (chat transcript 
tab is shown. 
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At the bottom of the screen, buttons are shown – allowing to take actions with the 
interaction. 

Icon Functionality 

 

Reject / Release interaction 
When clicking this button while the 
interaction is being offered – this rejects the 
interaction (it will be routed to another 
agent by routing). 

When clicking the button while handling the 
interaction, this releases the agent from the 
chat interaction – and puts it in the 
‘released’ state. 

 

Accept interaction 
Shown when the interaction is offered. 
Allows to accept/open the chat interaction 

 

Launch transfer dialog 

 

Typing notifications are sent whenever the agent starts/stop typing. In the other direction 
(client->agent), these notifications are visualized in the interface. 

 

 
In the interface, at the bottom of the screen a textbox is present, which allows to enter a 
message. By clicking ‘send’ it is sent towards the client. This box is present while the chat is 
online (in case the client has left the chat, or chat server indicates that the chat is no longer 
active, it will be masked).  
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2.1.8.3. Transferring chat sessions 

When the transfer button is clicked, the transfer dialog is shown. For multimedia 
interactions, 2 options are visualized 

- Queues (predefined destinations such as a routing point or interaction queue) 
- Agents 

2.1.8.3.1. Queue transfer 

For queues, each queue is represented by an icon, and an estimated waiting time indication 
(collected via the stat server) on the right side. Once selected, the button at the bottom of 
the screen allows to execute a single-step-transfer. 
(in case of a transfer, no disposition codes are offered to the agent. Only the last agent 
treating the interaction will be able to qualify). 
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2.1.8.3.2. Agent transfer 

In the agents module, the list of favourite agents is proposed by default. At any time, the 
agent can search for other agents by using the searchbox. 

Each agent is represented by its avatar (stored in UCS), and an ellipse indicating his/her 
state.  

 

 

Icon Status Transfer possible 

 

Logged off No 

 

Available Yes 

 

Not available Yes 

 

It is only possible to transfer to an agent in the ‘ready’ or ‘notready’ state. 

Buttons for each result allow to mark an agent as favourite (or remove it). 

Icon Functionality 

 

Remove as favourite (this is 
currently a favourite user) 

 

Add as favourite (currently 
not a favourite user) 

 

Once an agent is selected, the button at the bottom of the screen allows to perform the 
transfer. 
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2.1.8.4. Tabs with information 

In a chat session, a series of icons is available, each exposing a tab/module with specific 
functionality. 

 

Icon Functionality 

 

Attachments view 
Show the attachments which were previously sent for this chat 
interaction. Also allows to push new attachments towards the 
client. 

 

Userdata (KVP) view 
Shows a filtered list of userdata (of the interaction). The keys 
which are shown are defined in CME 

 

Chat transcript view 
Shows the actual chat transcript, and allows to send new 
messages 

 

Standard Responses 
Views predefined message templates – allows them to be sent to 
the client 

 

Interaction history 

Allows to visualize the interaction history for the contact 
assigned onto the interaction. 

Only shown in case a Universal Contact Server is present. 

 

Contact information 

Allows to visualize the contact information for the contact 
currently assigned onto the interaction – and allows to switch to 
another contact. 

Only shown in case a Universal Contact server is present. 

 

Comments/notepad 

Allows to add comments – which are part of the userdata of the 
interaction. When transferring this interaction, these comments 
are also visible for the agent receiving the interaction. 

 

Disposition codes 

Allows to qualify the interaction (based on a disposition code). 
The code is sent towards Genesys and allows for reporting. 
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2.1.8.4.1. Attachments View 

In the ‘attachments’ view, the user can add attachments onto the interaction. These are 
saved in Genesys UCS, and a specific message is pushed in the chat towards the client. 

  

 

Once an attachment has been added, for the result 2 buttons appear. 

Icon Functionality 

 Visualize attachment 
Opens the preview of the attachment in a new window 

 Remove attachment 
removes the attachment from the interaction (and UCS) 
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2.1.8.4.2. Userdata (KVP) view 

In this view, a list of (filtered) userdata is shown. The administrator defines in CME which 
keys should appear. They offer additional context for the interaction. 

The userdata view is always the ‘default view’, when a new interaction arrives in the 
workspace. 

 

2.1.8.4.3. Chat transcript view 

This is the standard view with the message bullets. See ‘Handling a chat’. 
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2.1.8.4.4. Standard Responses 

This module acts as a template engine. It allows searching for templates, previewing them, 
and clicking to insert them in the interaction. Before actually sending anything to the 
customer, the agent can still modify them. 

As a base for templates, we use 

- Standard Responses from Knowledge Manager 
- Documents from Knowledge Center 

Via configuration, the correct base can be configured. By default, Knowledge Manager is 
used. Per media type, a separate category is used as basis for the search. 

The module shows 3 views 

- Search: search for any standard response 
- Suggested: view the responses marked as ‘suggested’ by the system 
- Favorites: view the list of favorites resopnses (the same list is kept regardless of the 

channel). 

 

  

 

 

 

By clicking a result, a preview is shown. By clicking on the blue V at the right side, the 
content is constructed (variables are replaced by actual values), and the content is pasted in 
the message box, where it can still be edited before sending it to the client. 



Functional Guide Web Office X for Genesys Engage Page 72 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

 

For any result in the module, you can mark/remove items as favourite (make them appear in 
the default view) using the buttons below. 

Icon Functionality 

 

Remove as favourite (this is 
currently a favourite 
response) 

 

Add as favourite (currently 
not a favourite response) 
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2.1.8.4.5. Interaction History 

In this module, the interaction history for the contact currently associated with the 
interaction, is shown. By clicking a result, it is possible to see more details for the 
interaction – and to visualize buttons allowing a click-to-dial (or email/SMS, depending on 
the available media). 
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2.1.8.4.6. Contact information 

This module visualises information about the contact currently assigned onto the interaction. 
See ‘contact information’ for phone calls for more information – the same functionality is 
present for multimedia interactions. 

 

 

2.1.8.4.7. Comments/notepad 

This module allows to add comments. Comments are part of the userdata of the interaction, 
and are visible for other users when transferring the interaction. They allow to add 
additional context about the contact or interaction. 
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2.1.8.4.8. Disposition codes 

Disposition codes are used for qualification. They allow the agent to qualify the interaction. 
The disposition code chosen is attached onto the interaction. 

Disposition is only available for the last agent treating the interaction. In case of a transfer, 
it is not offered. It is possible to qualify during an interaction – in that case the disposition 
dialog will be removed from the available modules. 

  

 

In case the interaction is released an disposition is available, but the user is currently in 
another module, a button is displayed, allowing to navigate to the disposition module. 
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2.1.8.5. After call work 

When an interaction is completed – and disposition has been handled, the user is put into the 
Aftercallwork state (represented by the orange colour). 

Within Genesys, After Call Work does not exist for multimedia interactions. As such, the 
toolbar is executing a simulated ACW, where the user is put into a notready state with a 
specific reason, allowing to create reporting in CC Pulse+. 

ACW functionality, and the eventual auto-ready (including delay) is configurable in CME. 
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2.1.8.6. Cobrowse 

If the cobrowse module is active, whenever a user sends an identification (message 
recognized based on regex) a ‘Join’ section will appear in the widget. 

 

 

While cobrowsing, a separate popup (containing the slave window from the Genesys 
Cobrowse server) will be opened. In the chat widget, a link will allow to popup the cobrowse 
session again – if required. 
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2.1.9. Workitem functionality 

Workitem interactions are ‘open media’ interactions. These are interactions who are not 
covered by any of the standard channels (email, SMS, voice,..). 

Open media interaction can be quite anything. For workitem, these are tasks (generic 
interactions) routed to the agent. Upon receiving the interaction, based on the userdata a 
specific task would need to be executed by the agent. 

2.1.9.1. Notifications 

When a new workitem is offered, a notification is shown – offering buttons to accept or 
reject the interaction. When clicking one of the action buttons, WOX will be launched (in 
case closed: opened again – in case the tab is in the background it will get focus), and the 
action is executed. 

 

In case the user does not accept the interaction, standard RONA (Redirect-On-No-Answer) 
behaviour applies: the interaction is taken back by Genesys (and will be routed to another 
target, based upon routing rules) – and the agent is pushed notready for the workitem 
media. 
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2.1.9.2. Handling a workitem 

When WOX is open and a workitem interaction is present – a workitem widget is shown (one 
for each interaction – in case multiple are present). When the interaction is offered, by 
default the userdata (KVP) tab is shown.  

 

   

 

At the bottom of the interaction, the following buttons are shown: 

Icon Functionality 

 

Reject / release interaction 
In the invitation state, this rejects the 
interaction (will be routed to another agent). 

While handling the interaction, this releases 
the interaction. 

 

Accept the interaction 

 

Launch transfer dialog 

 

Call customer record 
Dials the customer associated with this 
interaction. Based on configuration, either a 
userdata containing the phone number is 
used – or the primary phonenumber for the 
contact associated with the interaction. 
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2.1.9.3. Transferring workitems 

When clicking the transfer button, a dialog appears with 2 options 

- Transfer to queue 
- Transfer to agent 

 

2.1.9.3.1. Transfer to queue 

Queues are predefined routing destinations in Genesys (interaction queues or routing 
points). For each record, an icon and an estimated waiting time (retrieved from the stat 
server) is visualized. 

 

When selecting a target, the button at the bottom of the screen becomes visible, allowing to 
transfer the interaction. 
 

2.1.9.3.2. Transfer to agent 

This module allows to search the agents within the Genesys platform. By default, the set of 
favourite agents is shown. 

For each record, the avatar is shown in an ellipse. The colour of the ellipse depends on the 
state of the agent. 
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Icon Status Transfer possible 

 

Logged off No 

 

Available Yes 

 

Not available Yes 

 

It is only possible to transfer to an agent in the ‘ready’ or ‘notready’ state. 

Buttons for each result allow to mark an agent as favourite (or remove it). 

Icon Functionality 

 

Remove as favourite (this is 
currently a favourite user) 

 

Add as favourite (currently 
not a favourite user) 
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2.1.9.4. Tabs with information 

While handling a workitem interaction, a series of tabs/modules is available, allowing to 
access additional functionality. 

Icon Functionality 

 

Attachments view 
Show the attachments which were previously sent for this chat 
interaction. Also allows to push new attachments towards the 
client. 

 

Userdata (KVP) view 
Shows a filtered list of userdata (of the interaction). The keys 
which are shown are defined in CME 

 

Interaction history 

Allows to visualize the interaction history for the contact 
assigned onto the interaction. 

Only shown in case a Universal Contact Server is present. 

 

Contact information 

Allows to visualize the contact information for the contact 
currently assigned onto the interaction – and allows to switch to 
another contact. 

Only shown in case a Universal Contact server is present. 

 

Comments/notepad 

Allows to add comments – which are part of the userdata of the 
interaction. When transferring this interaction, these comments 
are also visible for the agent receiving the interaction. 

 

Disposition codes 

Allows to qualify the interaction (based on a disposition code). 
The code is sent towards Genesys and allows for reporting. 
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2.1.9.4.1. Attachments view 

In the ‘attachments’ view, the user can add attachments onto the interaction. These are 
saved in Genesys UCS. 

 

  

Once an attachment has been added, for the result 2 buttons appear. 

Icon Functionality 

 Visualize attachment 
Opens the preview of the attachment in a new window 

 Remove attachment 
removes the attachment from the interaction (and UCS) 

 

 

  



Functional Guide Web Office X for Genesys Engage Page 84 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.1.9.4.2. Userdata (KVP) view 

In this view, a list of (filtered) userdata is shown. The administrator defines in CME which 
keys should appear. They offer additional context for the interaction. 

The userdata view is always the ‘default view’, when a new interaction arrives in the 
workspace. 
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2.1.9.4.3. Contact history 

The ‘contact history’ view contains the interaction history for the contact currently assigned 
onto the interaction. The toolbar performs a default lookup based on either the contactId (in 
case the contact was previously searched/confirmed for this interaction), or based on CLI. 

The functionality is identical as the one for the ‘contact search’ widget. By clicking an 
interaction, the details for this interaction are shown – and buttons allowing to create new 
outbound interactions for the contact are shown. 
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2.1.9.4.4. Contact information 

This module shows information about the contact which is currently assigned onto the 
interaction.  

 

 

By clicking the ‘attach other contact’ button, a dialog opens, allowing the user to search for 
another contact. By confirming the selection in the dialog, the contact is updated – and the 
information in the top bar will be changed to reflect this change. 

When navigating to the interaction history afterwards, the history for the newly chosen 
contact will be shown. 
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2.1.9.4.5. Notepad 

This module allows to add comments. Comments are part of the userdata of the interaction, 
and are visible for other users when transferring the interaction. They allow to add 
additional context about the contact or interaction. 
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2.1.9.4.6. Disposition codes 

Disposition codes are used for qualification. They allow the agent to qualify the interaction. 
The disposition code chosen is attached onto the interaction. 

Disposition is only available for the last agent treating the interaction. In case of a transfer, 
it is not offered. It is possible to qualify during an interaction – in that case the disposition 
dialog will be removed from the available modules. 
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2.1.9.5. After call work 

When an interaction is completed – and disposition has been handled, the user is put into the 
Aftercallwork state (represented by the orange colour). 

Within Genesys, After Call Work does not exist for multimedia interactions. As such, the 
toolbar is executing a simulated ACW, where the user is put into a notready state with a 
specific reason, allowing to create reporting in CC Pulse+. 

ACW functionality, and the eventual auto-ready (including delay) is configurable in CME. 
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2.1.10. Email functionality 

2.1.10.1. Notifications 

When a new email is offered, a notification is shown – offering buttons to accept or reject 
the interaction. When clicking one of the action buttons, WOX will be launched (in case 
closed: opened again – in case the tab is in the background it will get focus), and the action 
is executed. 

 

In case the user does not accept the interaction, standard RONA (Redirect-On-No-Answer) 
behaviour applies: the interaction is taken back by Genesys (and will be routed to another 
target, based upon routing rules) – and the agent is pushed notready for the workitem 
media. 
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2.1.10.2. Handling an email 

When an email arrives, by default the userdata (KVP) view is shown. When accepting, the 
‘message’ tab will be displayed – in which the actual email content can be read. 

 

  

 

At the bottom of the interaction, buttons allow to control the interaction. 

Icon Functionality 

 

Reject / release interaction 
In the invitation state, this rejects the 
interaction (will be routed to another agent). 

While handling the interaction, this releases 
the interaction. 

 

Accept the interaction 

 

Launch transfer dialog 

 

Reply 

Creates a reply, based on the initial inbound 
email (interface will switch to outbound 
email mode). 
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2.1.10.3. Replying to an email 

While previewing the inbound email, the agent has access to information about the inbound 
email (including attachments). As soon as he clicks the ‘reply’ button – the interface will 
switch to the ‘reply’ mode.  

In this mode, the content of the original inbound mail will be transformed: the standard 
reply signature is shown above – and images are removed from the content. Any attachment 
that was visible for the original email is also removed from the interface. 

  

 

The email editor is a basic WYSIWYG editor. Buttons for mark-up (colour, bold,..) are 
available. 

To change parties, click the ‘TO’ address box. This will show other boxes which allow to add 
CC or BCC addresses. 

In reply mode, at the bottom of the screen buttons are shown which allow to take other 
actions with the interaction. 

Icon Functionality 

 

Delete interaction 
Deletes the outbound reply. The interaction 
will be removed from the interface (after 
disposition 

 

Save interaction 
Saves the interaction (draft) into the drafts 
workbin where it can be continued later 

 

Send interaction 
Sends out the email reply to the customer. 
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2.1.10.4. Transferring email 

Email transfer is only available while handling the inbound email – it is not offered for 
outbound emails (or replies). 

The following transfer modes are available 

- Transfer to queue 
- Transfer to agent 
- Transfer to external resource (email address entered manually, picked from 

phonebook or from Universal Contact Server) 

 

2.1.10.4.1. Transfer to queue 

For queues, each queue is represented by an icon, and an estimated waiting time indication 
(collected via the stat server) on the right side. Once selected, the button at the bottom of 
the screen allows to execute a single-step-transfer. 
(in case of a transfer, no disposition codes are offered to the agent. Only the last agent 
treating the interaction will be able to qualify). 
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2.1.10.4.2. Transfer to agent 

In the agents module, the list of favourite agents is proposed by default. At any time, the 
agent can search for other agents by using the searchbox. 

Each agent is represented by its avatar (stored in UCS), and an ellipse indicating his/her 
state.  

 

 

Icon Status Transfer possible 

 

Logged off No 

 

Available Yes 

 

Not available Yes 

 

It is only possible to transfer to an agent in the ‘ready’ or ‘notready’ state. 

Buttons for each result allow to mark an agent as favourite (or remove it). 

Icon Functionality 

 

Remove as favourite (this is 
currently a favourite user) 

 

Add as favourite (currently 
not a favourite user) 

 

Once an agent is selected, the button at the bottom of the screen allows to perform the 
transfer. 
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2.1.10.4.3. Transfer to email (random, phonebook or contacts) 

A third type of transfer (only available for inbound email interactions) is towards an external 
resource. This would imply forwarding the email to someone without control of Genesys (an 
external email address). 

This email address can be picked from 

- Enterprise Phonebook 
- Universal Contact Server 
- Manual input (in the search box) 

Once input is either given inside the search box, or a search result is selected, the button at 
the bottom of the screen becomes enabled and allows to execute the transfer. 
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2.1.10.5. Drafts & workbins 

When an email is saved into drafts, it can be picked up later by the agent within the 
‘workbins’ widget. For more information, refer to the ‘workbins’ widget (Adding widgets). 

 

2.1.10.6. Tabs with information 

At the top of the email widget, tabs/modules are available, exposing additional 
functionality. 

The modules available depend on the state of the email interaction (email preview vs  email 
reply). 

Icon Functionality inbound modus Functionality outbound modus 

 

Attachments view 
Show the attachments which were sent by 
the client (attached to the inbound email) 

Attachments view 
Allows to manage (view/delete) 
attachments for the 
reply/outbound email. 

 

Userdata (KVP) view 
Shows a filtered list of userdata (of the interaction). The keys which are shown 
are defined in CME 

 
Email preview 
Visualises the inbound email sent by the 
customer 

Email editor 
Allows to create an outbound 
email reply 

 

Not available. Standard Responses 
Views predefined message 
templates – allows them to be 
sent to the client 

 

Interaction history 

Allows to visualize the interaction history for the contact assigned onto the 
interaction. 

Only shown in case a Universal Contact Server is present. 

 

Contact information 

Allows to visualize the contact information for the contact currently assigned 
onto the interaction – and allows to switch to another contact. 

Only shown in case a Universal Contact server is present. 

 

Comments/notepad 

Allows to add comments – which are part of the userdata of the interaction. 
When transferring this interaction, these comments are also visible for the 
agent receiving the interaction. 

 

Disposition codes 

Allows to qualify the interaction (based on a disposition code). The code is sent 
towards Genesys and allows for reporting. 

 

  



Functional Guide Web Office X for Genesys Engage Page 97 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.1.10.6.1. Attachments 

In the ‘attachments’ view, the user can add attachments onto the interaction. These are 
saved in Genesys UCS, and are included in the reply towards the user. 

While previewing the inbound email, only the attachments linked to the email will be shown 
– you can’t add items unless you’re in outbound email mode. 

When changing into ‘reply’ mode, any attachment that was previously attached to the 
inbound email will no longer be visible in the overview. 

 

  

 

Once an attachment has been added, for the result 2 buttons appear. 

Icon Functionality 

 Visualize attachment 
Opens the preview of the attachment in a new window 

 Remove attachment 
removes the attachment from the interaction (and UCS) 

 

  



Functional Guide Web Office X for Genesys Engage Page 98 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

 

2.1.10.6.2. Userdata (KVP) view 

In this view, a list of (filtered) userdata is shown. The administrator defines in CME which 
keys should appear. They offer additional context for the interaction. 

The userdata view is always the ‘default view’, when a new interaction arrives in the 
workspace. 
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2.1.10.6.3. Email preview 

This view allows to visualize an inbound email. By clicking the ‘Information’ icon, 
information about the sender/CC addresses can be visualized. 

  

 

2.1.10.6.4. Email editor 

While working on an email reply (or outbound email), the email preview module is replaced 
with the email editor. Basic WYSIWYG functionality and mark-up is available. By clicking the 
‘TO’ box, the set of additional address fields (CC, BCC) becomes available. 
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2.1.10.6.5. Contact history 

The ‘contact history’ view contains the interaction history for the contact currently assigned 
onto the interaction. The toolbar performs a default lookup based on either the contactId (in 
case the contact was previously searched/confirmed for this interaction) or based on CLI. 

The functionality is identical as the one for the ‘contact search’ widget. By clicking an 
interaction, the details for this interaction are shown – and buttons allowing to create new 
outbound interactions for the contact are shown. 
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2.1.10.6.6. Contact information 

This module shows information about the contact which is currently assigned onto the 
interaction.  

 

 

By clicking the ‘attach other contact’ button, a dialog opens, allowing the user to search for 
another contact. By confirming the selection in the dialog, the contact is updated – and the 
information in the top bar will be changed to reflect this change. 

When navigating to the interaction history afterwards, the history for the newly chosen 
contact will be shown. 
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2.1.10.6.7. Notepad 

This module allows to add comments. Comments are part of the userdata of the interaction, 
and are visible for other users when transferring the interaction. They allow to add 
additional context about the contact or interaction. 
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2.1.10.6.8. Disposition 

Disposition codes are used for qualification. They allow the agent to qualify the interaction. 
The disposition code chosen is attached onto the interaction. 

Disposition is only available for the last agent treating the interaction. In case of a transfer, 
it is not offered. It is possible to qualify during an interaction – in that case the disposition 
dialog will be removed from the available modules. 
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2.1.10.6.9. Standard Responses 

This module acts as a template engine. It allows searching for templates, previewing them, 
and clicking to insert them in the interaction. Before actually sending anything to the 
customer, the agent can still modify them. 

As a base for templates, we use 

- Standard Responses from Knowledge Manager 
- Documents from Knowledge Center 

Via configuration, the correct base can be configured. By default, Knowledge Manager is 
used. Per media type, a separate category is used as basis for the search. 

The module shows 3 views 

- Search: search for any standard response 
- Suggested: view the responses marked as ‘suggested’ by the system 
- Favorites: view the list of favorites resopnses (the same list is kept regardless of the 

channel). 

  

 

   

By clicking a result, a preview is shown. By clicking on the blue V at the right side, the 
content is constructed (variables are replaced by actual values), and the content is pasted in 
the message box, where it can still be edited before sending it to the client. 
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For any result in the module, you can mark/remove items as favourite (make them appear in 
the default view) using the buttons below. 

Icon Functionality 

 

Remove as favourite (this is 
currently a favourite 
response) 

 

Add as favourite (currently 
not a favourite response) 
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2.1.10.7. After call work 

When an interaction is completed – and disposition has been handled, the user is put into the 
Aftercallwork state (represented by the orange colour). 

Within Genesys, After Call Work does not exist for multimedia interactions. As such, the 
toolbar is executing a simulated ACW, where the user is put into a notready state with a 
specific reason, allowing to create reporting in CC Pulse+. 

ACW functionality, and the eventual auto-ready (including delay) is configurable in CME. 
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2.1.11. SMS functionality 

Web Office X supports the Genesys SMS channel (SMS termination done via the Genesys SMS 
server). 

2.1.11.1. Notifications 

When a new SMS is offered, a notification is shown – offering buttons to accept or reject the 
interaction. When clicking one of the action buttons, WOX will be launched (in case closed: 
opened again – in case the tab is in the background it will get focus), and the action is 
executed. 

 

In case the user does not accept the interaction, standard RONA (Redirect-On-No-Answer) 
behaviour applies: the interaction is taken back by Genesys (and will be routed to another 
target, based upon routing rules) – and the agent is pushed notready for the workitem 
media. 
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2.1.11.2. Session vs Page mode 

SMS interactions are offered by Genesys in 2 modes 

- Page mode (1 inbound SMS) 
- Session mode (real-time chat-like conversation) 

Both modes are supported by Web Office. The same chat interface is shown, but in case of 
page mode a warning message is shown. 
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2.1.11.3. Handling an SMS 

By default, when an SMS is offered the userdata/KVP tab is shown. When accepting the SMS, 
the interface switches to the messages tab. 

  

 

At the bottom of the widget, buttons allow to handle the interaction. 

Icon Functionality 

 

Reject / Release interaction 
When clicking this button while the 
interaction is being offered – this rejects the 
interaction (it will be routed to another 
agent by routing). 

When clicking the button while handling the 
interaction, this releases the agent from the 
SMS interaction – and puts it in the ‘released’ 
state. 

 

Accept interaction 
Shown when the interaction is offered. 
Allows to accept/open the SMS interaction 

 

Launch transfer dialog 
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2.1.11.4. Transferring SMS 

Inbound SMS interactions (regardless of the type: pages vs session) can be transferred to 

- Predefined destinations in Genesys: queues 
- Other agents 

 

2.1.11.4.1. Transfer to queue 

Queues are predefined routing destinations in Genesys (interaction queues or routing 
points). For each record, an icon and an estimated waiting time (retrieved from the stat 
server) is visualized. 

 

 

When selecting a target, the button at the bottom of the screen becomes visible, allowing to 
transfer the interaction. 
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2.1.11.4.2. Transfer to agent 

In the agents module, the list of favourite agents is proposed by default. At any time, the 
agent can search for other agents by using the searchbox. 

Each agent is represented by its avatar (stored in UCS), and an ellipse indicating his/her 
state.  

 

 

Icon Status Transfer possible 

 

Logged off No 

 

Available Yes 

 

Not available Yes 

 

It is only possible to transfer to an agent in the ‘ready’ or ‘notready’ state. 

Buttons for each result allow to mark an agent as favourite (or remove it). 

Icon Functionality 

 

Remove as favourite (this is 
currently a favourite user) 

 

Add as favourite (currently 
not a favourite user) 

 

Once an agent is selected, the button at the bottom of the screen allows to perform the 
transfer. 
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2.1.11.5. Tabs with information 

During an SMS , a series of modules is available that allows to access additional functionality. 
Note: for an outbound SMS only a limited number of modules are available. 

Icon Functionality 

 

Userdata (KVP) view 
Shows a filtered list of userdata (of the interaction). The keys 
which are shown are defined in CME 

 

SMS transcript view 
Shows the actual chat transcript, and allows to send new 
messages 

 

Standard Responses 
Views predefined message templates – allows them to be sent to 
the client 

 

Interaction history 

Allows to visualize the interaction history for the contact 
assigned onto the interaction. 

Only shown in case a Universal Contact Server is present. 

 

Contact information 

Allows to visualize the contact information for the contact 
currently assigned onto the interaction – and allows to switch to 
another contact. 

Only shown in case a Universal Contact server is present. 

 

Comments/notepad 

Allows to add comments – which are part of the userdata of the 
interaction. When transferring this interaction, these comments 
are also visible for the agent receiving the interaction. 

 

Disposition codes 

Allows to qualify the interaction (based on a disposition code). 
The code is sent towards Genesys and allows for reporting. 
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2.1.11.5.1. Userdata (KVP) tab 

In this view, a list of (filtered) userdata is shown. The administrator defines in CME which 
keys should appear. They offer additional context for the interaction. 

The userdata view is always the ‘default view’, when a new interaction arrives in the 
workspace. 
 

 
 

2.1.11.5.2. Messages / transcript 

The SMS messages for the current session are shown as message bullets. See ‘Handling an 
SMS’ for more information. 
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2.1.11.5.3. Standard responses 

This module acts as a template engine. It allows searching for templates, previewing them, 
and clicking to insert them in the interaction. Before actually sending anything to the 
customer, the agent can still modify them. 

As a base for templates, we use 

- Standard Responses from Knowledge Manager 
- Documents from Knowledge Center 

Via configuration, the correct base can be configured. By default, Knowledge Manager is 
used. Per media type, a separate category is used as basis for the search. 

The module shows 3 views 

- Search: search for any standard response 
- Suggested: view the responses marked as ‘suggested’ by the system 
- Favorites: view the list of favorites responses (the same list is kept regardless of the 

channel). 

 

  

 

   

By clicking a result, a preview is shown. By clicking on the blue V at the right side, the 
content is constructed (variables are replaced by actual values), and the content is pasted in 
the message box, where it can still be edited before sending it to the client. 



Functional Guide Web Office X for Genesys Engage Page 115 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  
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For any result in the module, you can mark/remove items as favourite (make them appear in 
the default view) using the buttons below. 

Icon Functionality 

 

Remove as favourite (this is 
currently a favourite 
response) 

 

Add as favourite (currently 
not a favourite response) 

 

 

2.1.11.5.4. Contact history 

The ‘contact history’ view contains the interaction history for the contact currently assigned 
onto the interaction. The toolbar performs a default lookup based on either the contactId (in 
case the contact was previously searched/confirmed for this interaction) or based on CLI. 

The functionality is identical as the one for the ‘contact search’ widget. By clicking an 
interaction, the details for this interaction are shown – and buttons allowing to create new 
outbound interactions for the contact are shown. 
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2.1.11.5.5. Contact information 

This module shows information about the contact which is currently assigned onto the 
interaction.  

 

 

By clicking the ‘attach other contact’ button, a dialog opens, allowing the user to search for 
another contact. By confirming the selection in the dialog, the contact is updated – and the 
information in the top bar will be changed to reflect this change. 

When navigating to the interaction history afterwards, the history for the newly chosen 
contact will be shown. 
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2.1.11.5.6. Notepad 

This module allows to add comments. Comments are part of the userdata of the interaction, 
and are visible for other users when transferring the interaction. They allow to add 
additional context about the contact or interaction. 
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2.1.11.5.7. Disposition codes 

Disposition codes are used for qualification. They allow the agent to qualify the interaction. 
The disposition code chosen is attached onto the interaction. 

Disposition is only available for the last agent treating the interaction. In case of a transfer, 
it is not offered. It is possible to qualify during an interaction – in that case the disposition 
dialog will be removed from the available modules. 
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2.1.11.6. After call work 

When an interaction is completed – and disposition has been handled, the user is put into the 
Aftercallwork state (represented by the orange colour). 

Within Genesys, After Call Work does not exist for multimedia interactions. As such, the 
toolbar is executing a simulated ACW, where the user is put into a notready state with a 
specific reason, allowing to create reporting in CC Pulse+. 

ACW functionality, and the eventual auto-ready (including delay) is configurable in CME. 
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2.1.12. Superuser  

For users with a specific profile, a ‘superuser’ widget is available. This widget allows to 
manage other users. 

 

 

  

 

By default the superuser widget shows a list of agent groups, which you can open to see the 
agents available within. Alternatively, you can enter an agent name to search it. 
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An agent result can be elapsed, so more information becomes visible. 

 

 

The following actions can be taken 

Icon Functionality 

 

Shows the overall state 
(agent state) of this user 

 
Allows to send messages 

Roadmap item – not 
available yet 

 
Refresh the agent state 

 
Allows to logout an agent 
session. Will logout all 
channels. 

 
The checkbox next to each 
channel allows to modify 
the state for this particular 
channel 

 Next to the voice channel 
(when using SIP), a 
monitoring button is 
available 
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2.1.12.1.1. Monitoring 

Via the superuser console it is possible to start a SIP monitoring session. The state of the 
monitoring session is shows at the top of the Superuser widget. The X icon allows to 
terminate any ongoing monitoring session. 

 

 

By clicking the monitor button, options are proposed 

• Monitor mode 
o Silent: Agent and client cannot hear the supervisor 
o Coach: The agent can hear the supervisor, but the client cannot 
o Conference: Both client & agent can hear the supervisor 

 

• Monitor Scope 
o Agent: the current + all new voice interactions for this agent 
o Call: the current ongoing voice interaction 

 

• Status 
o Start monitoring 
o Stop monitoring 

 

  



Functional Guide Web Office X for Genesys Engage Page 124 of 125 

Version: 10.3.0 Date: 01/10/2020 

Author: Stijn Brebels  

 

2.2. Integration 
Integration by a 3rd party application and Web Office X is possible via any of the following 
methods 

- Connector v3 framework (* coming Q2 2020) 
- Via customisation of WOX 

o Implementing a postMessage in JavaScript between the CRM and the WOX 
browser session 

o Implementing a custom Webservice call (via customisation of the WOX server 
in Java) 

2.2.1. Connector v3 Framework 

The connector V3 framework is an integration layer which can be called via REST HTTPS 
calls, and which publishes events of a secure WebSocket. 

The framework is universal, allowing clients connected to the layer to transport data in any 
direction (by the exchange of JSON data). 

Out-of-the-box the Web office X server will integrate with the framework to 

- Publish a series of events when Genesys events happen 
o EvRinging for a new incoming call,.. 

- Listen for specific requests 
o Change the state of an agent 
o Update attach data 
o Send a click-to-dial request 

 

The connector v3 framework is a server solution and does not require any client installation. 
Applications calling the framework can use traditional technologies (AJAX and WebSocket) to 
contact the server. 
 

2.2.2. Customisation 

Via customisation of either the WOX server, or WOX frontend, other methods for integration 
can be added. 

2.2.2.1. PostMessage 

PostMessage is a javascript exchange method, which allows to exchange data between 2 
browser windows – even if they are not on the same domain. 

Each application would have its own implementation to handle the packet which is passed 
via postMessage – this implies that customisation of the WOX frontend code is required in 
order to correctly receive and handle the message. 

2.2.2.2. Other frontend customisation 

The frontend can also be customised to do a variety of calls 

- Call to a local websocket client, running on the client machine 
- Executing a window.open (in which a new concatenated URL is popped) 
- … 

2.2.2.3. Backend customisation 

The Office Server, which is the server component for the WOX application, is written in java 
and also allows for customisation. This way, other systems could be called via webservices, 
Active MQ servers or other services (as Java is a flexible programming language). 
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