
Five9 Telephone 

Training



How To Log In to Take Calls

Website: login.five9.com

Username: Your Email Address (the same email you use to 

log into InfoBase). Please type your email in all lowercase. 

Password: Whatever you choose upon first log in with your 

temporary password. A temporary password will be given 

to you via email once you are entered into the system.



How to Log In Continued

Once logged in, you will 

click the Agent button



How To Log In Continued

Next, you will need to put 

the phone number in that 

your calls will be sent to 

(cell phone, land line). 

You will only have to 

enter this info upon your 

first log in, or if you want 

to change what number 

calls are directed to. 

Click the button that says PSTN and type in +1 and then 

your cell phone number. Make sure Connect Station 

says Yes, then click next. Upon clicking next, your cell 

phone will ring. Answer it and listen for 3 beeps.. and 

that’s how you will confirm you’re connected. 
Make sure 

connect 

station is set to 

Yes

+1



You’re Logged In! Let’s Get Ready to 

Take Calls

You’ll notice there is a red box in the upper left corner 
of the screen that says Not Ready. You will not have 
calls delivered to you until you set yourself to a ready 

state.

Set yourself to ready by clicking the box, and then 
selecting Ready. There are 2 ready options, you can 
click either. You will also see other options, such as 

break, lunch, etc. Once ready, this box will turn green

Side note: You will notice it 

says disconnected here. 

Please ignore this. As long as 

your cell phone rang and you 

answered it and heard the 3 

beeps you are all good.



You’re Ready to Take Calls. Let’s See 

Who is on Shift With Us!

In the upper middle section of the page you will see a little 
book icon- this is the address book where you will see all of 
the users. Click here.

Once you click the book, all of the users will pop up. To filter and 
see who is currently logged in, you will need to click Any States 
on the top right and then select Available and Not Ready. You 
should only have to do this on your first shift. All agents logged in 
should now appear



Let’s Chat With Each Other!

Once you see who is logged in with you, you can 

chat with them by clicking their name, and then 

clicking the button that says IM (instant message)

A chat box will appear in the lower right hand corner. 

Type your messages and hit enter. You will hear a chime 

sound when a message has been sent to you



Let’s Take Hotline Calls!

When a call comes through, your cell phone will ring and the number 

458-529-0264 will pop up on your caller ID. Save this in your contacts 

as HOTLINE CALL. In addition, the Line Called and the Caller ID will pop 

up on the computer. Answer your phone and look at your computer 

screen. 

Once the call is answered, that initial pop up box may go 
away (if not, you can click the green OK button). The line 
the person is calling and the caller ID will remain on the 
screen the duration of the call



Let’s Take Hotline Calls Continued

Cool feature alert! You will be able to see the history of the person calling by clicking the History 

button while on the call. This will help you ID known callers quicker and easier by being able to see 

the last time they called (assuming the don’t come in as anonymous). You can then cross reference 

in InfoBase for more information. 



Let’s Take Hotline Calls Continued

When you’re finished with the call, in addition to 

hanging up your cell phone, you will have to click 

DISMISS on the large red box that pops up on the 

computer screen. That will make you available to take 

new calls. YOU WILL NOT BE OFFERED NEW CALLS 

UNLESS YOU CLICK DISMISS!!



Your Call Has Ended.. Now What?

You’re done with the call and ready to take another. Now it’s time to write it up in InfoBase. But 

wait… What line was that on? What time was my call? Don’t worry! You can click the My 

Activity button on the middle left of the screen and be able to see a log of all of your calls. 



How to Do A 3-Way Call for our 

Translation Services

Once on the call, a button that says 

Conference will appear. Click this button. This 

will automatically put the caller on hold.

A box will pop up that will ask you to type a phone number. 
You will type the number of the translation service and click 
Initiate Conference. Your cell phone will ring- answer it- as 
this will start the call to the translation service.



How to Do a 3-Way Call Continued

Once you have the translation service on the 

line, you will need to add them to the call with 

the client. Click the blue Add Participant button 

in the middle left of the screen.



How to Monitor Calls

Upon logging in, instead of choosing the agent button, you will choose the Supervisor button. You 

will connect the same way as if you were taking calls, by clicking PSTN, making sure your phone 

number is correct, and then clicking next.



How to Monitor Continued.

Once you’re logged in as a Supervisor, you will click the 

button that says Agents on the top left. This will bring up 

all agents. To quickly filter to see who is currently logged 

in, click the button that says “current state” and then 

select Ready and Not Ready. You will now see who is 

logged in with you.



Monitoring Continued…

After filtering to see who is on, you will find the person you’re 

working with. For this example we’re working with Nancy.

Once Nancy is on a call (you will see that she is 
on an inbound call, and the caller’s ID)… click 

the small red X on the bottom of the screen. A 

box will pop up with a larger red X that says 

disconnected. Click restart station. Your cell 

phone will ring- answer it and DO NOT hang 

up..  



How To Monitor Continued.

One you answer the 

phone, the disconnected 
box will look like this. DO 
NOT hang up your phone

With your phone still connected, click 

the arrow button next to the person 

you’re listening to name under the 

actions column. Then, click voice 

monitoring, and then listen. You will hear 

the call through your phone.



How to Monitor Continued….

Once you click listen, a box will 

pop up on the bottom of the 

screen. It will show the name of 

the person you are listening to, 

the hotline the call is on, and 

how long they’ve been on the 

phone. You can also chat with 

the counselor by clicking the 

chat button. You must follow 

these monitoring steps every call 

the counselor gets. For the most 

part, you will be with your 

mentor/trainee on Zoom so you 

can announce out loud that you 

have a call coming in which will 

make it easier for the listener. For 

those of you doing a listening 

shift from the office, you will 

follow the instructions on the 

counselor desks. 



Logging Out

At the end of your shift, whether 

you’re logged in as an agent or a 

supervisor, you will need to log out. 

Simply click your name in the 

upper right hand corner, then click 
log out.



Miscellaneous Important Tips!

• You must disable all screen savers and insure your computer does not go to sleep during 
periods of inactivity. If a screen saver comes on, or your computer goes to sleep, you will 
be disconnected from the Five9 website. You can do this from your computers settings. 

• The Five9 website takes up a lot of space on your browser, so we recommend only having 
the Five9 site and InfoBase open on your computer during your shift. Call quality can be 
affected otherwise.

• Please periodically clear the cookies and browsing history on your browser to make sure 
there is space for the Five9 site to run properly. If you are unsure of how to do this, you 
can google “clear cookies on ____ (firefox, safari, chrome, etc.)” and you should get 
detailed instructions. 

• If you find you’re having issues with the Five9 site that you can’t figure out yourself or that 
a restart of the website, your computer, and a clearing of your cookies does not fix, 
please contact Dana (dmastrangelo@longislandcrisiscenter.org) with a detailed 
description of the problem and a screen shot of the error message if possible. Dana will 
troubleshoot with you or contact support if necessary. 

mailto:dmastrangelo@longislandcrisiscenter.org

