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All rights reserved 
 
The contents of this documentation (and other documentation and training materials 
provided), is the property of Noetica and is strictly confidential. You may not reproduce any 
part of this document without the prior consent of Noetica. 
 
We believe that the information in our documentation and training materials is reliable, and 
we have taken much care in its preparation. However, we cannot accept any responsibility, 
financial or otherwise, for any consequences (including loss of profit, or indirect, special or 
consequential damages) arising from the use of this material. There are no warranties that 
extend beyond the program specification. 
 
You must exercise care to ensure that your use of the software is in full compliance with 
laws, rules and regulations of the jurisdictions with respect to which it is used. 
 
The information contained in this document may change. We may issue revisions from time 
to time to advice of changes or additions. We operate a policy of constantly improving and 
enhancing our application software. There is a possibility, therefore, that the format of 
screen displays and printed output shown in this documentation may differ slightly from that 
provided in the software. It is our policy to update this documentation whenever a major 
release of software takes place. 
 
SYNTHESYS.NET  
 
Software Release Version 5.1  
 
Document Version: 1.1 
 
Notes prepared by Brigitte Reimer 
 
Last updated August 2016 
 
Synthesys is a registered trademark of Noetica. 
 
Microsoft is a registered trademark and Windows is a trademark of the Microsoft 
Corporation in the USA and other countries. 
 
 
All other trademarks recognised. 
 
© Copyright 2016 Noetica 
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USER LOGIN 

In order to run Synthesys Webflows, users need access to a Web Browser. 
 
To access the Synthesys Portal to either your in-house server or an outside website, you 
need to enter the corresponding URL address into the Address field of the Web Browser. 
 
The next step is to log on to the system. 
 

 
 
 

¶ Enter your User Name and Password exactly as they have been set for you. 

¶ Next, enter the extension number assigned to your workstation.  This is to confirm 
that you are available to receive and take calls, which can now be routed to your 
workstation.   

 

      
 
 

 

If you have not received the required URL address or your User Name and Password, please 
contact your System Administrator. 

If Active Directory Integrated Authentication is used, the Login dialog will be skipped, as the 
logon page automatically detects and authenticates the username from Windows. 

If the CTI Login is not displayed, contact your System Administrator. 
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THE AGENT PORTAL SCREEN 

Having logged into Synthesys, the Agent Portal screen is displayed.  
 
The appearance of the screen can vary, displaying different branding images and background 
colours, reflecting, for example, the branding used by your company. 
 

 

If no Web parts are displayed when an Agent logs on for the first time, go to the Settings 

 icon at the top right of the Portal screen. 

Select the Catalog option to pick up the Webflow Launcher and other web parts. Access to 
the web parts will depend on the permission level assigned to you. 

 
 
The Synthesys.Net Portal consists of the Agent Status bar, three main toolbars and a number 
of web parts, depending on the permissions assigned to the user.  

 

Agent Status bar, showing Agent's log in status 

 Webflow launcher web part, for manually opening webflows 

                       Hold & Park web parts for holding & parking calls 

                      Agent Diary for managing sleeping/ scheduled outbound calls 

    

 
 The Portal toolbar, with Session control, Telephony & Work control toolbars  

 

 

 

Please see next page for more information.  



                                                                                                   
   

Synthesys.Net Portal Taking Calls     6 

SYNTHESYS AGENT TOOLBARS AND STATUS BAR 

The Synthesys.Net Portal consists of the Agent Status bar and three main toolbars:  
 

¶ Agent Status bar 

¶ Portal toolbar 

¶ Webflow toolbar 

¶ Transfer toolbar 

 
 
Agent Status bar 

 
Shows information regarding the Agent's log in status, and 
System, Dialler and Phone status. Most of the information is 
being obtained from the Live Monitor Service, reflecting 
ƛƴŦƻǊƳŀǘƛƻƴ ǳǎŜŘ ƛƴ ǘƘŜ Ψ5ŜǘŀƛƭŜŘ !ƎŜƴǘ {ǘŀǘŜǎΩ ǘŀō ƛƴ ǘƘŜ [ƛǾŜ 
Monitor. 
 

Portal toolbar Consists of three CTI toolbars, Session control with log out 
and break buttons, Telephony toolbar with Dial, Hold and 
Transfer options, and Work control, for requesting the next 
record for a preview outbound call. 
 

Webflow toolbar Consists of the Session control & Telephony toolbars, a CRM 
section to enable agents to view customer profiles and 
histories, and a Webflow/Script Navigation toolbar for 
moving through the webflow, with Back, Next and Submit 
buttons, open Help page button, and Hold and Park calls 
buttons.   
 

Transfer toolbar 
 

The Transfer toolbar is displayed when an Agent initiates a transfer, 
consultation or conference call.  In addition to the Session control, 
CRM and Webflow/Script Navigation toolbars, the telephony section 
of the Transfer toolbar includes Hang up, Swap Lines, Confirm, 
Transfer and Cancel buttons. 

 

 
 
 
The next pages provide a detailed description of the Agent Status bar and toolbars available.  
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The Agent Status Bar 

The Agent Status bar shows detailed information of the Agent currently logged into the 
Synthesys.Net Portal, including the General Status, System Status, Dialler Status, Phone 
Status and Blender Status. 
 

 

The Timer displayed shows the time in the current state and is re-set to zero, if the state 
changes.  The exception is when agents go on Break. In this instance a zeroed timer will be 
displayed to show the length of time on break, but the logged in timer will continue to run 
hidden in the background, and show a continued count when the Agent comes off break. 

 

   Toolbar Icons                        Description 

General Status  

 
 

This is a summary of the system and dialler sections, and displays 
the Switch name in use and extension number. 

A green tick shows that CTI is available. 

A red cross shows that CTI is not available. 

System Status 

  

A green icon is displayed if the Agent is logged in and working. 

A red icon is displayed to show, for example an error with the Portal 
Heartbeats or Pop Info requests. 

A break icon is displayed, when the Agent is on a break. 

Dialler Status 

 
 

 

Green shows the status of the PD, Ψ!ǾŀƛƭŀōƭŜΩΣ Ψ¢ŀƭƪƛƴƎΩΣ ²ǊŀǇǇƛƴƎ 
¦ǇΩ ŜǘŎ. 

Red is displayed, for example, for states NotReady (On Break), 
NotAnswering, InboundOnly. 

Phone Status 

 
 

 

 

 
 
 

¢Ƙƛǎ ǎƘƻǿǎ ǘƘŜ ǎǘŀǘǳǎ ƻŦ ǘƘŜ !ƎŜƴǘΩǎ ŜȄǘŜƴǎƛƻƴΦ 

A green icon shows that the phone is available. 

A red icon shows that the phone is unavailable, it may be off hook 
or in-use. 

Blender Status 

 
 

 

 

Shows the Agent is working Inbound. 

 

Shows the Agent is working Outbound, displaying the current 
account, webflow and Outbound campaign name. If the Agent is 
assigned to an Outbound Group, the Group name is displayed, 
without the account & webflow name. 

 

  

Agent Profile. Placeholder to display Agent specific information. 
Not available in the current version of Synthesys.Net. 
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The Portal Toolbar 

The toolbar in the Agent Portal consists of three CTI toolbars, Session control, Telephony and 
Work control. 
 

Session     Telephony 

 
    

  Toolbar Icons               Description  

Session Control  

  

Log out. To log out of the Synthesys.Net Portal. 

Pending. Shows that logging off is in progress. 

 

Break. Opens the Break dialog, where the Agent can request a break, change 
the break reason while still on break, or return to work.  

Pending. Shows that the Agent is currently on a break. 

Telephony  

  

Dial.  Will open the Dial Number dialog prompting for a number.  

 

Hangup. Allows the Agent to disconnect and end the current call. 

 

 

Hold. Holds the call only, the webflow will remain open. The Agent state in 
ǘƘŜ [ƛǾŜ aƻƴƛǘƻǊ ǿƛƭƭ ōŜ Ψ¢ŀƭƪƛƴƎΩΦ 

 

Transfer όά.ƭƛƴŘέ ǘǊŀƴǎŦŜǊύΦ hǇŜƴǎ ǘƘŜ Transfer call dialog, prompting for a 
number.  Transfers the current call to another agent or external number, 
without waiting for the recipient to answer.  

 

Consult. Opens the Initiate consultation call dialog, prompting for a number.  
Initiates a consultation call with another agent or external number, while 
putting the customer on hold. 

 

Conference. Opens the Initiate conference call dialog, prompting for a 
number.  Initiates a conference call with another agent or external number, 
with all parties (customer, agent and third participant) on the phone, for 
example, to introduce the customer to the third participant, before 
transferring the call. 

Work control  

 

Get Next. Request the next record to work. At present only used for preview 
dialing. 
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The Webflow Toolbar 

The Webflow toolbar is displayed when agents are in a webflow, and consists of the Session 
control, Telephony, CRM and Webflow/ Script Navigation toolbars. 
 

Session        Telephony                     CRM                                                           Script Navigation 

 
 

Toolbar Icons          Description  

Session Control Contains the same icons & functionality as described for the Portal toolbar. 

Telephony Contains the same icons & functionality as described for the Portal toolbar. 

CRM      

 

Contact. Displays customer details from the CRM/ Entity control. 

 

History. Displays history events associated with the customer. 

 

Notes. To view and add customer notes. 

Webflow/ Script Navigation control 

 

Help. Open the Web Help page assigned to the webflow. 

 

Hold. Saves the webflow information collected and closes script. The Agent 
state in the Live Monitor will be ΨPreviewingΩΦ hƴƭȅ ǘƘŜ !ƎŜƴǘ ǿƘƻ Ƙŀǎ Ǉǳǘ ǘƘŜ 
webflow on hold can retrieve it again. 

 

Park. Saves the information collected in a webflow and can be retrieved by any 
Agent with access to the Parked call list, when the customer phones back. 

 

Abort. Cancel the session and close webflow without saving call data. 

   

Back. Navigation button to move back to the previous page of the webflow. 

 

Next. Navigation button to move forward to the next page of the webflow. 

 

 

Submit. Finish the webflow and save details collected to the database. 
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The Transfer Toolbar 

The Transfer toolbar is a sub toolbar to the Portal and Webflow toolbars. It is displayed 
when an Agent instigates a transfer, consultation or conference call.  
 
When the transfer, consultation or conference call is initiated from within a webflow, the 
Transfer toolbar consists of a Session, Telephony, CRM and Webflow/ Script Navigation 
toolbar. If the transfer is initiated from the Agent Portal, the Transfer toolbar simply shows 
the Session control and Telephony sections.     
 

Session       Telephony/Transfer                 CRM                 Script Navigation 

 
 

   Toolbar Icons           Description 

Session Control Contains the same icons & functionality as described for the Portal and Webflow 
toolbars. 

CRM Contains the same icons & functionality as described for the Webflow toolbar. 

Script Navigation Contains the same icons & functionality as described for the Webflow toolbar. 

Telephony/Transfer 

 

Swap Lines. Only available for consultation calls. Allows the Agent to alternate 
between the customer and the consultation call.   

Clicking the Swap Lines button will automatically place the active consultation call 
on hold and activate the customer call. Clicking the Swap Lines button again will 
place the customer call on hold and activate the consultation call.  

 

Hangup. To disconnect and end the current call. 

 
Complete.  Complete the Consultation or Conference call. 

 
ăTransferĄ Icon to show that a transfer is in progress. 

 

Cancel.  Cancel the Consultation or Conference call. 
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PORTAL CONFIGURATION: PAGE LAYOUT 

Clicking the Settings icon at the top right of the Portal screen you can change the Portal page 
settings, add Web parts (e.g. the Webflow Launcher, Live Monitor and Instant Messenger), 
set the Portal language and change your login password. 
 
 

Changing Page Settings 

¶ Select the page that you wish to edit 

¶ Go to the Settings  icon and select Change page settings. 

¶ To rename the selected page, enter the new name into the Title field. 

¶ To change the page size, use the Zones width drop down menu. 

¶ Click OK to save the new settings, otherwise click the Cancel button. 
 

  
   
 

Adding New Pages 

¶ Go to the Settings  icon, select Add new page, then enter the page name into the 
Title field, and the page size via the Zones width drop down menu. 

¶ Click OK to save the new settings, or else click the Cancel button. 
 

           
 
 

Removing New Pages 

¶ Select the page that you wish to remove. 

¶ Go to the Settings  icon and select Remove this page. 
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PORTAL LANGUAGE: INTERNATIONALISATION 

When running webflows in the Synthesys Portal, agents can set any language, as required, 
both for the Portal and specific webflows, thus displaying the Portal language and webflow 
information in any desired language. 
 
 

 

If no translation is available for the selected language, then the default language will be 
used in the Portal. 

If no translation is available for the selected webflow, the default language of the 
Webflow will be used. 

 
 
 

Setting the Portal Language 

To set the language for the Synthesys Portal 
 

¶ Go to the Settings  icon at the top right of the Portal screen and select Language. 

¶ From the Language drop down list, select a language, as required. 

¶ The language now used in the Portal will change accordingly.   

¶ If no translation is available for the selected language, the default language will be 
used. 

 

        
     
        
 


































