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Change History

This table lists changes made to this guide. Most recent changes appear at the top.

Change See Date
These topics are Configure Webex Contact Center for Zendesk, on page 2 April
added. Configure Custom Desktop Layout in Webex Contact Center 2021

Initial Release of Document July 2019

About this Guide

The Getting Started with Cisco Webex Contact Center for Zendesk guide describes how to integrate Cisco
Webex Contact Center into Zendesk. This guide also describes how to configure the Cisco Webex Contact
Center client and make inbound and outbound calls.

Audience

Intended for Cisco Webex Contact Center users who use Zendesk.

Conventions

This guide uses the following conventions.
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Convention

Description

boldface font

Boldface font is used to indicate commands, such as
user entries, keys, buttons, and folder and submenu
names. For example:

 Choose Edit > Find
* Click Finish.

italic font

Italic font is used to indicate the following:

* To introduce a new term. Example: A skill group
is a collection of agents who share similar skills.

* For emphasis. Example: Do not use the
numerical naming convention.

* An argument for which you must supply values.
Example:
IF (condition, true-value, false-value)

* A book title. Example:

See the Cisco Webex Contact Center Getting
Sarted Guide.

window font

Window font, such as Courier, is used for the
following:

* Text as it appears in code or information that the
system displays. Example:

<html><title> Cisco Systems, Inc.
</title></html>

* File names. Example:
tserver.properties.

* Directory paths. Example:
C:\Program Files\Adobe

Communications, Services, and Additional Information

* To receive timely, relevant information from Cisco, sign up at Cisco Profile Manager.

* To get the business impact you’re looking for with the technologies that matter, visit Cisco Services.

* To submit a service request, visit Cisco Support.

* To discover and browse secure, validated enterprise-class apps, products, solutions and services, visit

Cisco Marketplace.
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* To obtain general networking, training, and certification titles, visit Cisco Press.

* To find warranty information for a specific product or product family, access Cisco Warranty Finder.

Cisco Bug Search Tool

Cisco Bug Search Tool (BST) is a web-based tool that acts as a gateway to the Cisco bug tracking system
that maintains a comprehensive list of defects and vulnerabilities in Cisco products and software. BST provides
you with detailed defect information about your products and software.

Documentation Feedback

Provide your comments about this document to: mailto:contactcenterproducts docfeedback@cisco.com.
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CHAPTER 1

Get Started with Cisco Webex Contact Center
for Zendesk

Cisco Webex Contact Center brings the ability of Cisco's cloud contact center into your Zendesk environment.
Cisco Webex Contact Center helps optimize and enhance your digital experience and enable you to deliver
contextual, continuous, and capability-rich journeys for your customers.

This guide explains how you can install, configure, and use the different features of Cisco Webex Contact
Center for Zendesk.

* Features Supported in Cisco Webex Contact Center for Zendesk, on page 1
* Install Cisco Webex Contact Center for Zendesk, on page 1

* Configure Webex Contact Center for Zendesk, on page 2

* Configure Desktop Layout for Zendesk, on page 3

* Uninstall Cisco Webex Contact Center for Zendesk, on page 4

Features Supported in Cisco Webex Contact Center for Zendesk

Cisco Webex Contact Center for Zendesk offers the following benefits:

+ Allows you to place, answer, and control telephone calls from the Cisco Webex Contact Center for
Zendesk client.

* Logs the activity details in the Zendesk ticket after the call ends.

* Retrieves logged-activity details from the Zendesk ticket while interacting with customers.

Install Cisco Webex Contact Center for Zendesk

Before you begin

If you have an older version of Cisco Webex Contact Center for Zendesk App, then uninstall the old version
before installing the latest version. For more information, see Uninstall Cisco Webex Contact Center for

Zendesk, on page 4.
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. Configure Webex Contact Center for Zendesk

Step 1
Step 2
Step 3

\}

Procedure

Log in to the Zendesk.
Click the Gear icon and click Marketplace from the navigation pane.

Search for Cisco Webex Contact Center for Zendesk and click on the Cisco Webex Contact
Center for Zendesk App and follow the wizard to install.

What to do next

After a successful installation, the Cisco Webex Contact Center icon appears next to the Zendesk Chat icon.
Click the Cisco Webex Contact Center icon and when prompted, sign in and enter Dial Number (DN) and
Team information.

Note

* Enter your DN and Team name for the first time you log in to the Cisco Webex Contact Center for
Zendesk client. For subsequent log-in sessions, the same DN and Team name appear in the client
automatically.

* If you are running Zendesk in multiple tabs in your browser window, the Cisco Webex Contact Center
client is active in only one tab.

* You can click the Cisco icon at any time to minimize the client and continue to work in Zendesk.

Configure Webex Contact Center for Zendesk

Step 1
Step 2
Step 3

Procedure

Default settings in Webex Contact Center platforms

» For Webex Contact Center 2.0 platform customers, the default settings are applicable only for the US
data center.

* For R10 and Webex Contact Center 1.0 platform customers, modify the default settings by following
the steps:

Log in to Zendesk.
Click the Gear icon and click Manage from the navigation pane.
Click the Enabled appsicon and click Change Settings.

The following table details the settings for Webex Contact Center Zendesk Agent Desktop:
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SINo | Property Name

Remarks

1 AgentDesktopHostUrl

Provide the Webex Contact Center Agent Desktop URL and update the value
based on the Webex Contact Center version and data center.

Add the correct URL for the version:

* For R10, add https://agent.ccone.net as the value.

» For Webex Contact Center 1.0, add the URL value from the following
as per your data center:

https://agent.ext.appstaging.ciscoccservice.com [App staging]
https://agent.cjp.cisco.com [US (ProdUS1)]

https://agent.wxcc-eul.cisco.com [UK (ProdEU1)]
https://agent.wxcc-eu2.cisco.com [EU (ProdEU2)]

https://agent.wxcc-anzl.cisco.com [ANZ (ProdANZ1)]

» For Webex Contact Center 2.0, add the value
https://desktop.wxcc-us1.cisco.com US(ProdUS1).

2 WbexCCVersion

Provide the Webex Contact Center version.
Add the correct value for the version:

¢ For R10, add R10 as the value.
» For Webex Contact Center 1.0, add Abilene as the value.
» For Webex Contact Center 2.0, add KAD as the value.

3 Width Provide the Webex Contact Center Zendesk Agent Desktop widget width in
pixels (for example, 500px). This is only applicable to the Webex Contact Center
2.0 platform.

4 | Height Provide the Webex Contact Center Zendesk Agent Desktop widget height in

pixels (for example, 500px). This is only applicable to the Webex Contact Center
2.0 platform.

Configure Desktop Layout for Zendesk

You can now assign a custom desktop layout for your agents. Download the custom desktop layout JSON

file from the following link:

https://github.com/CiscoDevNet/webex-contact-center-widget-starter/tree/master/Examples/Layouts.

The desktop layout file name is Zendesk_Desktop.json and you can use this file to customize the desktop
layout. For more details on customizing the desktop layout, see the Define a Custom Desktop Layout section
in the Provisioning chapter of the Cisco Webex Contact Center Setup and Administration Guide.

Getting Started with Cisco Webex Contact Center 1.0 for Zendesk .


https://agent.ccone.net
https://agent.ext.appstaging.ciscoccservice.com/ada-ws/home
https://agent.cjp.cisco.com
https://agent.wxcc-eu1.cisco.com/ada-ws/home
https://agent.wxcc-eu2.cisco.com
https://agent.wxcc-anz1.cisco.com
https://desktop.wxcc-us1.cisco.com
https://github.com/CiscoDevNet/webex-contact-center-widget-starter/tree/master/Examples/Layouts
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/webexcc/SetupandAdministrationGuide_2/b_mp-release-2/b_cc-release-2_chapter_011.html#Cisco_Generic_Topic.dita_36860c91-13d4-449b-8c26-6b732d7e396d

Get Started with Cisco Webex Contact Center for Zendesk |
. Uninstall Cisco Webex Contact Center for Zendesk

\}

Note  Only applicable for the Webex Contact Center 2.0 customers.

Uninstall Cisco Webex Contact Center for Zendesk

To uninstall the Cisco Webex Contact Center for Zendesk:

Procedure

Step 1 Log in to Zendesk.
Step 2 Click the Gear icon from the left navigation pane.
Step 3 Click Manage, and then click the Cisco Webex Contact Center > Uninstall app.
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CHAPTER 2

Agent Activity in Cisco Webex Contact Center
for Zendesk

* Receive an Inbound Call in Cisco Webex Contact Center for Zendesk, on page 5
* Place an Outbound Call in Cisco Webex Contact Center for Zendesk, on page 6

Receive an Inbound Call in Cisco Webex Contact Center for
Zendesk

To access Cisco Webex Contact Center and receive a call:

Procedure

Step 1 From the toolbar, click the Cisco Webex Contact Center icon.

Step 2 In the client screen, sign in using your credentials.

Step 3 When an incoming call is assigned, your agent state in the client changes to Ringing. The application searches
the user records based on the incoming ANI or phone number and depending on the search results, it does the
following:

* [fa user record matches and an open ticket is available, it automatically populates the customer information
and opens the ticket.

* If a user record matches and there are many open tickets, it lists all the open tickets. And from the list,
you can select the ticket.

* If a user record matches and there is no open ticket, it opens a new ticket to add information.
» If a user record does not match and there is no open ticket, it creates a user and opens a ticket to add

information.

Step 4 After the call is disconnected, select a Wrap-Up reason from the drop-down list.

Note When you enter Wrap-Up code in the client at the conclusion of a call, it logs the call details in that
customer’s ticket record.

Step 5 To see the call information log, click any entry in the incident list. The following details appear:
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. Place an Outhound Call in Cisco Webex Contact Center for Zendesk

Table 1: Call Activity Properties

Property Description

Activity Date / Shows the date and time the call started.

Time

Call Sessionid Shows the total duration of the call was in the system.

ANI / Phone Shows the caller’s phone number.

Direction Shows either Inbound or Outbound depends on how the call was initiated.
Queue Name Shows the queue name.

Wrapup Code Shows the Wrap-Up code that the agent entered at the conclusion of the call.

Place an Outhbound Call in Cisco Webex Contact Center for
Zendesk

To place an Outbound Call:

Procedure

Step 1 From the toolbar, click the Cisco Webex Contact Center icon.

Step 2 In the Cisco Webex Contact Center screen, sign in using your credentials.
Step 3 Go to Home and select a customer record.

Step 4 From the list of tickets, click on a ticket to open.

Step 5 On the right pane, click the Call button.

* The system dials the number that is associated with the ticket.

* When the call is answered, your agent state changes to Outdial Reserved in the client and the most
recent ticket for the customer you are calling appears in the center panel of the Zendesk window.

Note * If you are running Zendesk in multiple tabs in your browser window, the Cisco Webex Contact
Center for Zendesk client is active in only one tab.

* You can click the Cisco icon at any time to minimize the client and continue to work in Zendesk.

Step 6 After the call is disconnected, a conversation is logged in to the respective ticket.
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