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1. Initial Setup and Log On to Avaya 

1) Open Chrome web browser and go to url: http://login.bpo.avaya.com/   NOTE: Chrome must be used for Avaya service. 

• For convenience, bookmark        this page to your Chrome browser top links bar. 

2) For first time log on, complete requirements as shown in table below. If initial setup was completed, skip to step 3.   

Initial Log on Complete Security Questions Create new Password 

 
 
 

For initial log on, enter your username 
and default password that was first 
provided to you in the log on fields. 

 
 

 

 

 

Choose/answer your security questions. 

 

Create your new password  

Password requirements must: 

• Contain at least one of 
~!@?#$%^&*_ 

• Have a minimum of 8 characters 

 

Once entered, reset is complete. 

 

NOTE: Your first time log on will require  
a one time setup of security questions  
and a password reset.  

NOTE: Security questions are setup once 
to authenticate a user and may be asked  
at random when logging on. 

http://login.bpo.avaya.com/
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3) Log on with your user name and password.  

 
 

4) Choose your workspace – select “Get Started” 

 
 

 

If you experience issues with your Shared Health Avaya log on once all instructions were followed, contact the Shared Health Service 
Desk at (204)-940-8500 or 1-866-999-9698 and press option 3 from menu prompt. Stay on the line to speak to a live agent. 

Chrome Web Phone Extension  

After initial log on, you will be prompted to “Add Webphone Extension to Chrome?”. Select “cancel”. 

NOTE: You may receive this pop-up frequently. Always ‘cancel’. 

 

Chrome Access to Microphone 

Avaya will require the use of a microphone device on the computer and the Avaya website must be enabled to use the microphone. 
When logging on, you may receive a pop requesting you to ‘Allow’ the webpage to use microphone, you must allow this. 

2. Testing Your Connection 

 

1.)  It is recommended that you make a test call with your PC headset before taking calls from the queue for the first time to confirm you 
can hear the caller and the caller can hear you. 

2.)  After logging on for the first time, you can change the status from ‘Offline’ to ‘After Call Work; using the status selector at the top 

right hand side of your screen, beside your user name. click Offline state ( ) and choose the After Call Work ( ). See the Managing 
your Availability section for more information. 

3.)  At this point you can dial out. Click the Connect button (blue phone icon) to make the dial pad appear, and call a phone number. 
You must key in 9, then 1, and then the 10 digit number, then click Call. You may have to click on “Allow” for microphone access the 
first time. Ensure you test a call by using a phone number you know will answer (e.g. your own cell). Press 91 followed by the phone 
number. Once the call has picked up, confirm you can hear the recipient and the recipient can hear you. Once confirmed, disconnect 
the call by clicking the red phone icon. 
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3. Avaya Basic Features 

The below screenshot shows the Avaya banner interface and button functions while connected to a call.  

 

 

4. Managing Your Availability  

Your availability is what determines whether you are able to take inbound calls from the queue. It is indicated in the top right corner of 
the application. 

You must change your availability state from the default offline state to use the webphone. Your availability state must be set to ‘Ready’ 
to receive calls. 

1) To set your availability status, in the upper right corner of the AVAYA screen, click Offline state ( ). 

If you change your availability status during a call, the change takes effect when the call ends. 

2) Select the appropriate status. 
 

Icon State Name Description 

 

Ready You can receive calls. Incoming call center calls, which are distributed through 
Automatic Call Distribution (ACD), are answered automatically. You do not need to answer 
incoming calls manually. 

 

After Call 
Work (ACW) 

You can select this state anytime during a call and you will enter ACW mode when your call 
ends. While in this state, you cannot receive another routed call, but you can use the address 
book and make outbound calls. 

 

Not Ready You cannot receive routed calls, but you can use the address book and make outbound calls. 

 

Offline In this initial state, you are not online, and all functionality is inactive. 

Your supervisor can see your state at any given time. 

 

 

Queue 
Phone # 

Call Duration Put 
Client on 

Hold 
 

Stop 
Recording 

Mute your 
Microphone 

Dial Pad 

Address Book 

Availability State 

Username 

Account 
Options 

Disconnect 

Resume 
Call 

 

Resume 
Recording 

 

Connect

 

Connection 
Strength 
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Using the After Call Work (ACW) State : 

You can set yourself into ACW to handle post-call processing tasks. The ACW state resembles the Not Ready state. You can set the 
ACW state at any time during a call and you will automatically enter ACW when the call ends.  

      Set the ACW state before you end the call if you know that you need a delay between the current call and the next call. 

Using the Not Ready State :  

The Not Ready state has multiple options, such as meal and break. When you are in the Not Ready state, you do not receive 
automatically routed calls.  

NOTE: If you will not be receiving calls through the Avaya system, the After Call Work  or the Not Ready  state should 
be chosen when you start Avaya. 

5. Outbound Call 

 

To make an outbound call, click the Connect button (blue phone) and use the dial pad to enter the number. 
Press ‘Call’ once number is entered. 

You must press 9 then the complete  long distance phone number including 1 and area code: 9 1 204 888 
8888. 

By default Avaya records all calls and cannot be automatically turned off. If a client indicates they do not want 

to be recorded, an agent may stop a recording by clicking the Stop Recording button . 

6. Consulting with Supervisor or Agent 

While connected to a call, you may consult with a supervisor or another agent and then resume the client call. 

1) Optional: Click the ‘Pause’ button to put the client on hold while you 
search. 
 
If you do not manually put the client on hold, they will 
automatically be put on hold when you connect with another 
person. 
 

2) Click the ‘Address Book’,  
 
 
3) Search the name of the person to consult with, select the name of the 

person to consult and click ‘Consult’,  
 

OR Alternatively, you can use the dial pad to dial any number to 

consult with. Click the dial pad,  

Dial 9 and the complete full number including 1 and area code. Then 

click the ‘Consult’  

 
4) To end the call with the agent or supervisor, click ‘Disconnect’  

 
5) To resume your call with the client, click ‘Unhold’  
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7. 3-Way Call: Swapping, Transferring or Merging a Call 

While you have a client on hold and are performing a consultation with a supervisor, there are a few functions you can perform to 
navigate the calls, including either swapping between calls, transfer the call to the supervisor, or merge both calls for a conference call. 

1) While in consultation with your second call, open the address book.  
2) The Outbound Call window appears.  

Here you can see the status of both your calls, 1. The original call (client) and 2. the consultation 
with supervisor. 

 You can end your consultation by clicking the ‘Hang Up’ button in the consultation 
section. 

 

You can switch to the original call by clicking the ‘Swap’ button. This switches lines to 
your other call and places the consultation on hold. 

 

You can transfer the client call to the supervisor by clicking the ‘Transfer’ button. 

 

You can merge the original call with the consultation call to have a three-way 
conversation or conference call, by clicking the ‘Merge’ button.  

 

8. Conference Call 

After Merging two calls into a conference call, the Outbound Call window will change to a Conference  
Call window. 

At this point you cannot choose to disconnect one of the other parties on the line from the call. 

You can choose to Hang Up to disconnect from the call yourself which will leave the others on the line  
to continue their conversation. 
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9. Basic Troubleshooting 

Forgot Password or Forgot Answers to Challenge Question 
If you experience issues with your Shared Health Avaya log on once all instructions were followed, contact the Shared Health Service 
Desk at (204)-940-8500 or 1-866-999-9698 and press option 3 from the menu prompt. Stay on the line to speak to a live agent. 

Cannot log on to website using correct username/password 
1) Check to make sure the website URL is correct.  Go to https://login.bpo.avaya.com and try again. 
2) Clear Chrome Cookies and Website Data.  

a. Click the Customize and Control Google Chrome button (the three dots at the top right-hand side)  
b. Click the ‘Settings’ option in the menu.  
c. Look for the ‘Privacy and Security’ section in the list.  
d. Click Clear browsing Data.  
e. In the pop-up make sure ‘Cookies and other site data’ is selected.   
f. Click ‘Clear Data’. 

Microphone Cannot Be Detected, Cannot Change Status or Dial Out 
1) Click the Customize and Control Google Chrome button (the three dots at the top right-hand side). 
2) Click the Settings option in the menu.  
3) In the Settings menu, scroll down to the Permissions section, and click Microphone. 
4) Check the Microphone device is the one you wish to use, e.g. USB Headset, etc. 
5) Check the Block and Allow lists for Avaya https://login.bpo.avaya.com and if the entry is in the blocked list, click the item.  
6) In the site settings list, scroll down and select ‘Allow’ in the Microphone Permission for the site. 

Agent and client can’t hear each other 
1) Log out of Avaya and completely close Chrome.  

2) Open Chrome again and log on to Avaya. 

3) If issue persists, open Control Panel, select Sound and disable all other selections except Plantronics (or applicable USB headset) 
on both the Playback and Recording tabs. For example, right click on speakers to disable them.   

Client can’t hear agent 
1) Make sure headset cord is connected to the PC. 

2) Check the mute button on the headset cord. If the cord has a red light then it needs to be unmuted. 

3) Make sure mute button on screen is not selected.   

Agent can’t hear client 
1) Check volume settings in the system tray on the bottom right hand corner of the screen  

Cannot Complete Dialing Out or Dialing Out Causes Three Beeps and Hangs Up 
1) Make sure 9-1- is keyed in first, even for local phone numbers. 

State is Ready and not receiving any calls 

1) The agent should log out and log back in. 

 

https://login.bpo.avaya.com/
https://login.bpo.avaya.com/

