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Introduction 
This training document provides step-by-step instructions for interpreters using 
Amazon Connect. It includes guidance on logging in, setting your status, managing 
calls, and completing after-call work (ACW).  

Accessing the Agent Workspace 
To access the agent workspace, use the following URL: 
https://wordbridge.my.connect.aws/agent-app-v2   

Logging In to the Agent Workspace 
Steps to Log In: 

1. Open the Agent Workspace:    
a. Use Chrome, Edge, or Firefox to navigate to 

https://wordbridge.my.connect.aws/agent-app-v2. 

2. Logging in for the First Time: 

a. Select the Forgot Password link at the bottom of the screen 
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b. Enter your email address as your Username. Enter the characters you see in 
the security image it provides you. Click Recover Password. 

 
c. You will see a message stating that an email was sent 
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d. Open the email sent to the inbox associated with your email address.  Within 
this email is a link for accessing the password reset.  

 
e. Click the “Reset Password” link. You will be taken to the following screen to 

set your password. Enter your new password twice – once in the “New 
password” field and once in the “Confirm new password” field 

 
f. Click the Reset Password button. You will be redirected to the login screen. 

3. Navigate back to the Log In screen and Enter Your Credentials:    
a. Input your Agent ID and Password.   
b. Click Sign In. 
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1. Grant Permissions:    

a. If prompted, allow access to cookies by selecting Grant Access and then 
Allow.   
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b. Allow access to your microphone and speaker by clicking Allow. 

 
   Note: If you see a Session expired message, refresh the browser page and try again. 
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Logging Out of the Agent Workspace 

Steps to Log Out: 

1. At the top-right corner of the Agent Workspace, click your Username.   

 
2. Select Sign Out. 

 

Important Notes: 
• Closing the Agent Workspace window does not automatically log you out or 

set your status to Offline.   
• You must manually set your status to Offline or choose Log Out to avoid 

additional calls being routed to your workspace. 
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Changing Audio Device Settings 

Steps to Change Audio Device Settings: 

1. In the Agent Workspace, click Settings.   

 
2. Under Audio Devices, use the dropdown menus to select your preferred 

Speaker, Microphone, and Ringer. 
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Setting Your Status in the Agent Workspace 

Interpreter-Specific Status: 

1. Set your status to Available when ready to handle interpretation calls.   
a. Amazon Connect uses your language proficiency to route calls appropriately. 
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a. b. 

 

Using the "Next Status" Feature: 

1. Use Next Status to pause new calls from being routed to you while finishing 
your current call or completing after call work. 

2. To set Next Status to Offline while completing the current call, 
a. Select the status dropdown in the top left-hand corner of your Agent 

Workspace and then select Offline. 
b. Status now shows Next status: Offline.  

  
 

Important Note: 
When this status is set, no new calls will be sent to your Agent Workspace until you 
set your status back to Available. 
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Accepting Calls in the Agent Workspace 

Steps to Accept Calls: 

1. When a call arrives, click Accept Call to begin interpretation.   
2. To decline a call, click Reject Call.   

 
3. The inbound call will ring for 20 seconds, giving you a limited amount of time to 

accept or reject the call. If you miss a call, it will look similar to the following 
image. Choose “Clear contact” to end the call. 

 
Important Note: 
If you miss a call, you will not receive another call until you choose Close Contact. 
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Completing After Call Work (ACW)  

Steps for Interpreters: 

1. Following the conclusion of the call, you will see a new tab in your Agent 
Workspace called After Call Work. 

 
2. Click on After Call Work to bring up the required post-call form.  
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3. Select the appropriate Disposition Code from the dropdown menu. 

 
4. Add any relevant notes (optional) and choose Submit. 

 
Important Note: In compliance with HIPAA and privacy regulations, it is strictly 
prohibited to include any personal or customer information, or details about the 
content of the call, in this field.  
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5. Click Close Contact to finalize the call. 

 
 
 
 

 
END 


