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- WxCC 2.0

- louold Webex (Huwps! EMI)
oe logule IJﬁgdjplo IkJ_9IJ>6 O o3l IJpwews pu Uiaojé 1J 092950 WS w56 pgpdso gluoo.
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Jedod 96 IJogvgsd: Wolds oy Wopd JJules) Idpeeed Jls lp).

IJodssu

|Jglo9s 1. ©98:s) Suls 5 pss.

lbw9d |Js Control Hub > Contact Center > Digital: &p @3> Provision Digital Channels.

MONITORING =
— Contact Center
shoating Features Connectors Bulk operations Settings |
Rer .
----- ] Security Vioice Digital
MANAGERNT

Digital
Prevision digital channels for Webex Contact Center

Provision Digital Channels

Calling

£» Centact Center

Contact Center

Features Connectors Bulk operations Settings
Arcess your Salesforce account data to build custom routing Access your Google Cloud account 1o enable Text-to-Speech Set up @ connector for Webex Experience Management 1o
algorithms. capabilitias in your routing scripts. intagrate customer axpariance data with existing systems of
record
Reparts
MARAGEMENT
£ Users
View Documentatian View Decurentation View Decumentation
Custom Connectors @

Active Connectors
M1 QAuth Glent Credernitsal

3 Gontact Center

&2 Connected UC

Hybrid

By e



ez Idesued JJlbdle eds wluosd 1dpuol> $6.

< IMI OAuth Client Credential

Credentials
Name *

Resource Domain *

Client ID

Client Secret

Scope

Token URL

IJglb9s 2. Joble 306 Vs prgd louold Webex.
Bl oo Jlosld Jl opcdd s gele e loguldel Jdeuweizy IUgluo wd Iy bl doe o) Suad
zpSE gpdslo lJodled 1UElodé o g0 Idpuwedrpsu U su Idele logile 2306 23856.

O 8 o imiconnectio LU

Services

‘Service metrics shown beiow aro for last 30 days

Mykala_IMI Cisco_Live_Test_Anuj_Ramiro Bala_IMI_Integration

e L

&1 14 100 8 19 55.55 o L} o

1Jg1096 3. $p woujsd wrdBle IUpole Il wl uss.

Szw wIdIsy Urou.uoia) wluwwgsle Core Task Flows: p&J Routed, Modified, 9 Closed Workflows.



Workflows Overview:

- Channel specific inbound workflows needs to be created per

FBM SMS Email Chat channel/trigger
e IRBannd [l henna - Routed 'I.nvorkflow is 1 per instta nce and gets triggered when an
Workflow Workflow Workflow Workflow agent clicks ‘Accept’ button in WxCC desktop.
Routed Workflow | Modified workflow is 1 per instance and gets triggered when an
Modified Workflow | agents attempts transfer/conference in WxCC desktop.
Closed Workflow | - Closed workflow is 1 per instance and is triggered when agents
! click on ‘End’ button in WxCC desktop.
- Routed, Modified, Closed workflows are readily available and
can be uploaded to the tenant and then updated with the tenant
IMI Connect Tenant Channel Specific Flows specific configuration.
Assets Channel Agnostic Flows

©ujSd Core Workflows ey Github: ¢>09,§ Webex Connect.

O Product Team Enterprise  Explore Marketplace  Pricing earch Signin | Sign up

B CiscoDevNet / webexce-digital-channels  pobi: Ll Notifications 1

4 Code (O bswes [ Pullrequests () Actions [ Projects [0 Wiki (@ Security |~ Insights

P main ~  webexce-digital-channels / Webe lows /w21 Go to file

. gunnam23 Pushed the changes to Handled the plain test mode wATHE

0 5T History

Email Intound Flow.warkdlovw.zip Fushed the changes to Handled the plain test made 2 manths ago
Facebook inbound Flowaworkflow.zip Pushed the individual zip for flow template ) manths 3ao

Live Chat Clase Flaw.workflow.zip

Live Chat Inbaund Flawwarkfiow.zip

SMS Inround Flow.w

Task Close Flowworkfiowzip Pushed the indeadual Bip for flow templates 3 months ago

Task Modifsed arkflowzip

Task Routed F

WAS Inbound Flow.workflow.zip Pushed the indaidual Zip for flow template

DI O DD D OO

S9IL2S wluile gple pud0Jo B Webex Connect L9lwo 9luueol9s 030 IJwsd§le ould.

[ &] Q8 o vk withw b imiconnedt.io, l % TF 2 W @D =

Services - Core Task Flows

# Dashboard & Flows : Rulos AP % Settings

. Flow Builder SortBy  Newest - Croate Flow

Flow execution catn shown Delow is Jor last 30 days

Trigger  Flow Status State Exgeitions Actions
Chose_Flow [ - &)
e Flow ke 14579 the i i )
Check cut our guick 1o bullding flows =
P,
= (o)
G Moified_Flow e . -
Flow k14578 -
Croate Flow G Routed_Flow Live o] 163 -
Flow k14577 i

IJ¢1b96 4. ouysd o388 pdoy puvewdl pu GitHub J Facebook.


https://github.com/CiscoDevNet/webexcc-digital-channels/tree/main/Webex%20Connect%20Flows/v2.1

Jl sze edsd lugile IUes0 @ oo IJwslss. ould wguo IJesvd@le ldos wp odsvoel puwedl
gldos spdod [gwegsleol. luodd IJs wavble 1o, ol Webex.

9oujsd wxd ¥ wdlpd VS LY.

o Product ~ Team Enterprise  Explore « Marketplace  Pricing Signin | Sign up

ot/ webexce-digital-channels  pu

€» Code (D lsues I Pullrequests (D) actions [ Projects [ wikd @ Security | Insights

FL7A | Ge e file

) Hintory

PO O OL|IGE
2 7 P F ¥ elel =

e pl Y9y s ey eds IJJpwsse) Gp wogpsdo [Js Flows oo Services.
&9, Create Flow.

Services - Mykola_IMI

4 Dashboard ( & Flows % Rules AR o Settings

Flonw epessaon clats shown Beiow B Tor 1asr 30 63

& Flow Builder SortBy  Mewest - /-

Trigger  Flow Status Stane Exgcutions Actions
Facebook flow Mykols
-] ! Live [ o} "
neCk DUt 1o Flow k18257
are.
NA Email Inbound 1 e o
Flow 18233

luwee 1o @ 1dss op odysuo puvedl gldlce Jogpsdoe lJs [Jgsele.


https://github.com/CiscoDevNet/webexcc-digital-channels/tree/main/Webex%20Connect%20Flows/v2.1

Create Flow

Flow Name

Facebook

Type
® Work Flow Vioice Flow

Method

Upload a flow

New Flow
Copy from existing flow
Upload a flow

Drag and Drop "workflow' file

Choose File

Cancel =G0

IJgb9s 5. |esh IJogssd.

loo®d |Js Assests &p 10§ 999 Integrations.

Assets

Mumbers

Apps

Integrations
regration ID: a_1660169606185243

Brvice -

oJdysu lJod9s o wee Webex CC Engage integration.



< Manage Integration - Prebuilt Integration
I

Integration Details
Name 8 Webex CC Engage
Description ] CRUD for imiengage test12223
Sarvice W2, bhusures_IMI_Ni egration, Jeew st_Service, TAG_Dock3, Bala_IMI_Integrati
y_IMI, New_TAC_Erm:
Flows = Rowted_Floy
bhusure
TAC_Lin
Rules = A
Tenant Identifier : raane = 0
Validate Signature g Disabled

Authorization for Inbound events

Authorization a Disabled
Nede Authorizations
Authorization Auth Type Grant Type Status Action
> WxCC Engage Authorisation oauth2 elient_credentials Authorized
Nodes: - 30 Authorization
Node

odysu Idowwss o glugile pdelz Juys WO Webex CC Task integration.

< Manage Integration - Prebuilt Integration

It on Details

Integration Details

Name

Description 3 Make CRUD operations on WxCC task APis

Service 3 Core Task Flows, Anuj_imi_service_V2, bhusures_IMI_New_Integration, Jeavan_Test_Service, TAC_Dock3, Bala_IMI_Integration,
Cisco_Live_Test_Anu]_Ramiro, Mykola_IMI, New_TAC_Email_Dock

Flows ] Routed_Flow, Modified_Flow, a_Flow cebook w, LiveChat_lnbound, LiveChat_Close, bhusu
bhusures_imi_ < ch Soch SMS_work Ml
TAC_Live v1, gmailemailoauth? _Flew, Facebeok fow M

Rules : MNA

Tenant Identifier 3 =0

Validate Signature : Enabled

Secret Key Created On Created By Status Action
ahie = (7 02-08-2022 10:58 UTC -0400 Admin

Authorization for Inbound events

Authorization : Disabled
Node Authorizations
Authorization Auth Type Grant Type Status Action
> WaCC Authorisation oauth authorization_code Authorized
Nodes ___* Add Authorization
Node

IJgb9s 6. Juuvle obusd Facebook gds pr¢d louold Webex.

wlbos® gJs Webex Connect [ Jpsgd 09 iuuluul u9bs [Usged. Jluyule New App: luw9d |Js Assets
Sp lud) 999 Configure New App.



b imigemnect.io/aps 5% T¥ ® m D@ =

Configure New App

App Type
All Apps

Mesage data showe bolow Is for Lant 30 days

Channel Apps (37) Messages Sent Messages Received Actions
FB_Myola & (G2
(-] App a2 1790674030000 [ 14

Sorvica - Mykoka_iki

Raltiscolivel ©
App D RATG1ES51D 3 2
Service - ReCiscolivel

Ciscolabuser7Chan © (D)
App D CHIB161920 1 3

Servicn = Cincolive? |, Chcn Live

Ip vowpsd ubous§d ulyvwpe Add Messenger Page.
Configure New App - Messenger

Madme
Facebook test] Docs

Messenger Page Details
You can add ong of your Messenger pages in this application 10 send and receive from your 5. Learn more about messaging on Messenger in our docs

ADD Messs PAGE
SSETQer

SpIdu wessu IJobousd s wodzs pesus eds Facebook. bgd wslule lgwels Facebook
Jogssu lJobosd [Js wodes Facebook puoeges.

) Login to Facebook x +
“ c @ facebook.com/login.php?next=hitps%3A%2F%2Fwww.facebook.com%2Fv8.0%2Fdialog%2Foauth%3Fencrypted_query_string%3DAeCOPU1Zu0O-V5SBIDyz850gqvNucH
Study Home ar Google Translate Day Day 1 Wiki MAC & Google REQUIRED Training Cisco Meeting AP Training-waorkrelatad

facebook

n Sign in to continue.

Login to Facebook

Sign in to continue

Forgot your account?

or

23 Iduowes IJpuos) 1dpdeyes Idos o)ss luwaeésleol Josdl IJedlpd.



Select Messenger Page

We found the following pages in your Messenger account

IM1_Fb_Demo

AVAILABLE

ouvgsd uoWzs Facebook g webex cc JIs lol L9 Webex Contact Center 9le6 1JD)6.

Register to Webex CC - FB_TOI_App

Are you sure you would like to register this app to Webex CC7? Please note that once registered
to Wabex CC you cannot deregister this asset.

SELECT SERVICE

Select Service

1Jgo96 7. $p vluuble udlos beld 98kises luwbly B pd¢d puuisd Webex
Contact Center.

Oub & SJ Webex Contact Center p3¢J: lowd |Js Provisioning > Entry Point.



Provisioning

—

L

Webex CC With WxC as PBX

[ashboard

louvle 0 8bé beld wluvwegsle Channel Type - Social Channel, Social Channel Type - Facebook Messanger 9
Asset Name.

I sesze edsd logile Is luve,losess wozse Judlbs 1J1¢lJ.

Webex CC With WaC as PBX | Local Time @ mdanylch mdssykch_ccp_produs wace? @email carehybeid.com = -

General Satlings

Hame

Description

Type

[Cnanre: Type

[ Social Channel Type

I Assel Hame

FB.Mykola I

Status

Advanced Settings

Time: Zone (Routing Sirategies Only)

(GMT-05:00) Eastem Sxandaed Time (America/Hew. York)

Associated Queves

Associated Queves

louvle Ylisps luwbl) olyuwesle Channel Type - Social Channel.



Queue Routing Type Spedy | Longest Available Agent |9 Best Available Agent.

lolds By Ids [JSksps.

General Settings

Contact Routing Seftings

[ Queve Routing Type Longest Available Agent ]
Conversation Distribution  Add a Comversation Distribution Group to associate one or more feams with this quese. Sdd multiple groups to distribule comversations 10 more feams: 5 1ime in quese
progresses

Team Hame Site Hame Team Type

Advanced Settings

lJg 96 8. &9 sy poés)le £09050 WS w9 $ loold Webex.

oz wxd§ Facebook IUss Bpw wogpsdo [Js Idugles WS 980 wlwd.

Services - Mykola_IMI

i Dashboard Tj i Pules AP 2 Sotirgs
< Flow Builder SomBy  Mewest ’ -0_

P inEafis st icoves blens | fo¢ 15 30 i
Trigger  Flow Status State Expcutions Actions
Farcatiook ficw Mykols
o F Myt k___ v [ & 1
o 15T

lug) eds Idlesble

< Facebook flow Mykola

1-Live *

Sp woprs IUpctsle 1eled vz 289d IJpoésile 1dptuou0s.



Flow Settings Help

General Flow Outcomes [ Custom Variables ]

Define values for custom variables you have created in the flow.

Variable Name Default Value (Optional) Externalize
FBpageid [ 104482825663424 ]

appid a_B37926733345030000 ]

messengerPayloadObject

messagetext

attachmentURL

nonPCIComplianceReasonObject

conversationid

isPCIValidationDone

isPCICompliance false

dropCountAttachments 0

Sedu ldeey) eJs FBpaPageld sapplD ws ldobosd 1U3s wp logvlye puwedl. Oog Assets &p
e ldoboss.

A Type
Al hpps
Messagye data shane bedonw I8 e kit 30 days

Craenel Apps (370 Masabges Sent Miesangis Rocaived ACtions

FE_Mykots © GE)

° Apg 0 - 83726 711345030000 62 15 -
Serwice = Mykola 1M \

swpl Ve IJobosd: spdud H9s6 ApplD gPagelD 1Uss sge edsd [béldo JB8spe
Jdpogs)le 1Ugpspss.

Manage App - Messenger

e

Messenger Page Details

Mossenger page

Ityioola Tess FB page

ADKN Akt By

L Darilchuk Mick Danilchuk

Welcome Screen
Persistent Menu
Whitelist Domains

Page Discovery Plugins
Massage Uis ]

Message us plugn rendars a button which whan clicked on, redinects the users 1o the messenger and opens a conversation with your page Immediately. You must iInclude the Messenger's JS
SDK and the code snippet below to use this plugin on your website.




IJ296 9. Bp wogssu Blispd IUloobl) pu péd o) logold Webex |Js
IJor @ 1Up9z9s Vs pr¢d louold WebEx.

Vs w99 Facebook: loze go Queue Task JoJo

< Facebook flow Mykola

1- Live »

R [EITREN v
O o= C 1 (€ (

lesl> Queue Name pg 1U3s Bpw wlugilise gulew @l s Webex Contact Center ,9l6.

¢ Queue Task Input Variables
Configuration Transition Actions (Optional)
Method Name Custom Variables
Queue task v Start
MODE RUNTIME AUTHORIZATION Evaluate
WxCCTacRootConnect
Messenger
Task ID Conversation ID Search Conversation
S(flid) S(conversationid)
Create Conversation
Media Type MEDLA CHANNEL
Social = Facebook Messenger

Re-open Conversation

Queue details

Queue Name Append Conwversation
Mykola=-IMI-FB-C i
Queue routing Type: Longest available agent Create Task

e wdysu IJesdv ¥ lud) eds Make Live 9oldoelds Wlo 1Jw>8§ zloj J§w9d I1dpeole.



¢ FB_TOI_TestFlow
Working Draht =

— €

°.___ —c=—+ (o o -

Crrl G OF
N . N,
5=~ G (€
IJglb9o 10. 289 pu 9b 96 w8 3§ HuwlisJ Facebook.

Jbuwld ouwlds po woWes Facebook IJos wp logilgol luodd 1Js Assets 9l @) 999 Lodzo
Messenger

Manage App - Messenger

Mame

FB_Mykola Configure Cutbound Webhaoks: DOCS
Psigrorec on 2027-07-06 0300080
a1 Ahila B

Messenger Page Details

Massengar page
Mykota Test FB page

ADMIN Added By
Hick Danilchuk Nick Danichuk

o8> wuwesd 1Usgsd IJs Facebook: spedud huwld Huwlisd po Lodz6 Facebook o3o

M Mykola Test FB page

Real Estate © Send message

Hi! Please let us know how we can help.

Home Reviews Videos Photos More *

Sedo JJsdsd odds Ihuwlds eds uwbe pdow 1J9dsd.

G- Contact Center Deskiop y _" Meating
] Mick Danilchuk = Nick Danilehik Cantact History Scrpen P dhvared
o . . B Transter a8 Conferance _ Screen Pop Dedvere
bykoia-0a-FB-Q 0 2
Contact History Recpe
[
e
. Mo
Yo y
g Mo
o yx
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