
How to use Silent Monitoring and Barge: 
 

   In the Contact Center Control Panel, you click on “Agents”:  

 

 

Click on the agent you want to have perform “silent monitoring”. 

 

 

 

 

 

 

 

 



Scroll up to General Information and click on “Security”. 

 

First make them a “Call Center Manager.”

 

You will see everything check marked.  You can remove which ever permissions you do not want them 

to have.   See that everything is checked after making a Call Center Manager. We want to change that.  

See further below. 



 

 

 

 

 

 

 

 



We recommend unchecking everything for now to test the barge in except the 4 boxes below. Here is 

what you want your Senior Agent to look like:

 

 

Here is the link to “Barge” a call:   

https://mycontactcenter.atlassian.net/wiki/spaces/TK/pages/7963548/Live+Monitoring?src=search 

https://mycontactcenter.atlassian.net/wiki/spaces/TK/pages/7963548/Live+Monitoring?src=search

