
Sound issues



In this Power Point you will find some troubleshooting 
that you are able to do before contacting our Helpdesk 
line. Here we will see what steps can be taken when we 
are dealing with sound issues inside Citrix or in your 
VPN.
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Note: This troubleshoot must be done outside SRW / Citrix
When the agent says they hear the client far away or there is 
no sound.
Ask them to click the speaker icon, on the bottom right corner.

Click “Open Volume Mixer”



Confirm in the “Volume Mixer” that you have selected the 
headset and not the speakers.

In case they use Altitude, ask the agent to click on Main / 
Options.



This is what the agents should see when 
selecting “Audio settings”. They must 
confirm that the output device is the 
headset

With Avaya you have to first click “System 
Options” and then select “Agent 
Preferences”.



Here, the agent must choose 
“Audio and then “Advanced” to 
confirm which device is 
selected.

This next step must be made 
outside Citrix.
Go to the Settings. You can 
either do it by going to the Start 
Menu or by selecting the keys 
“Windows + I”.

Click in the audio setting and if 
you see more than one device 
available do what’s on the next 
slide.



Select the headset and then 
click “Manage Sound Devices”.



Click the other speakers and do 
not choose the one that refers 
to the headsets. On the ones 
you choose, click the option 
“Disable”.



You will see that the option 
has been disabled. Do not 
enable it again.

To make sure you have 
completed this step, click 
“sound control panel” on 
the right side of your 
screen.

This is what you will see. 
Click on the devices to 
disable, except the one that 
you are using!

In the Playback tab, click 
the device you want to 
disable. Do the same in the 
Recording tab. After 
completing these steps we 
will test the headphones.


