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PREFACE 

User Guide Introduction 
 

This User Guide provides instructions and guidance to users of Webex CCE Administration 

Portal, is the centralized home to a collection of Cisco applications used for managing a contact 

center. 
 

Conventions Used in the User Guide 

This User Guide uses the following conventions: 

Plain text 

The following items display in plain text exactly as they are in the interface: 

Å Window titles 

Å Dialog titles 

Å Section names 

Bold 

The following items display in bold exactly as they appear in the interface and keyboard: 

Å Column titles 

Å Options 

Å Field labels 

Å Buttons 

Å Icon names 

Å Menu items 
Å Commands 

Å Keyboard keys or key combinations to press 

 

Italics 
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The following items display in italics: 

Å Document titles 

Å Variables (for example, "Object_Name") 

Å Important items or details (for emphasis) 

Boxed Notes 

Notes that include one or more paragraphs, text with a graphic, or a list is enclosed in a box for 

usability and easy recognition. 
 

 

Compatibility and Requirements for Webex CCE Administration Portal 

System Requirements 

Operating System: Webex CCE Administration Portal requires an operating system that can 

run the latest major web browsers. It has been tested and confirmed compatible with the 

following operating systems: 

Å Microsoft Windows 8 

Å Microsoft Windows 10 

Å Microsoft Windows 11 

Screen Size: The recommended minimum screen resolution is 1366 X 768 in a landscape 

orientation. 

Internet Protocol (IP) Version Support 

Portal supports the following versions of Internet Protocol (IP): 

Å IPv4 

Å IPv6 

Web Browser 

Although not compatible with all web browsers, Webex CCE Administration Portal is confirmed 

to work with the following major browsers: 

Å Google ChromeÊ (version 51.0 or newer) - https://www.google.com/chrome/browser/ 

Å Microsoft® Edge® - https://www.microsoft.com/en-us/windows/microsoft-edge 

Å Mozilla® Firefox® (version 47.0 or newer.) - https://www.mozilla.org/firefox 

Å Mozilla® Firefox® Quantum (Version 57.0 or newer.) - https://www.mozilla.org/firefox 

NOTE: 

This is an example note. 

NOTE: 

This is an example requirements list. 

https://www.google.com/chrome/browser/
https://www.microsoft.com/en-us/windows/microsoft-edge
https://www.mozilla.org/firefox
https://www.mozilla.org/firefox
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User Guide Intended Audience 

This User Guide is for Webex CCE Administration Portal users that administer and manage 

aspects of the contact center. This includes actions such as managing: 

Å Administration 

Å Agent Teams 

Å Audio 

Å Callbacks 

Å Contact flows 

Å Mobile Portal 

Å Phones 

Å Precision Queues 

Å Reasons 

Å Routing Controls 

Å Schedules 

Å Security 

Å Skills 

Å Users 

Open Source Software Attribution Statement 

Webex CCE Administration Portal contains the following open-source software: 

Å OpenJDK 23.0.1 ï https://openjdk.org/projects/jdk/23/ 

Å Tomcat 9.0.108 ï http://tomcat.apache.org/ 

Å Wildfly 33.0.2_Final ï https://wildfly.org 

Å JUnit 4.12 ï https://junit.org 

Å Quartz Scheduler 2.5.0-rc1 ï http://www.quartz-scheduler.org/ 

Å Hibernate 6.5.1.Final ï https://hibernate.org/ 

Å Spring framework 6.1.14 ï https://spring.io 

Å Spring Data 3.3.5 ï https://spring.io/projects/spring-data-jpa 

Å Lombak 1.18.34 ï https://projectlombok.org/ 

Å Log4j 2.17.1 ï https://logging.apache.org/log4j/2.x/ 

Å Jersey 1.19.4 ï https://eclipse-ee4j.github.io/jersey/ 

Å jQuery 3.6.1 ï https://jquery.com/ 

Å Angular JS 1.18.2 ï https://angularjs.org/ 

Å Angular core 16.2.0 ï https://angular.dev/ 

Å Angular CLI 16.2.3 ï https://angular.dev/ 

Å Bootstrap 3.3.1 ï https://getbootstrap.com/ 

Å UI Grid 3.1.1 ï http://ui-grid.info/ 

Å Toastr 2.1.4 ï https://www.npmjs.com/package/toastr 

Å Code Mirror (5.52.2) ï https://codemirror.net/ 

Å Charts ï https://www.chartjs.org/ 

Å jQuery 3.7.1 ï https://jquery.com/ 

Å cglib 3.2.8 ï https://mvnrepository.com/ 

Å jackson-databind 2.20.0 ï https://mvnrepository.com/ 

https://openjdk.org/projects/jdk/23/
http://tomcat.apache.org/
https://wildfly.org/
https://junit.org/
http://www.quartz-scheduler.org/
https://hibernate.org/
https://spring.io/
https://spring.io/projects/spring-data-jpa
https://projectlombok.org/
https://logging.apache.org/log4j/2.x/
https://eclipse-ee4j.github.io/jersey/
https://jquery.com/
https://angularjs.org/
https://angular.dev/
https://angular.dev/
https://getbootstrap.com/
http://ui-grid.info/
https://www.npmjs.com/package/toastr
https://codemirror.net/
https://www.chartjs.org/
https://jquery.com/
https://mvnrepository.com/
https://mvnrepository.com/
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Å jackson-annotations 2.18.1 ï https://mvnrepository.com/ 

Å jackson-core 2.18.1 ï https://mvnrepository.com/ 

Å jackson-datype 2.18.1 ï https://mvnrepository.com/ 

Å gson 2.8.6 ï https://mvnrepository.com/ 

Å guava 15.0 ï https://guava.dev/ 

Å jsch 0.1.55 ï https://mvnrepository.com/ 

Å mssql-jdbc ï https://microsoft.com 

Å commons-beanutils 1.9.4 ï https://commons.apache.org/proper/commons-beanutils/ 

Å commons-codec 1.13 ï https://commons.apache.org/proper/commons-codec/ 

Å commons-net 3.6 ï https://commons.apache.org/proper/commons-net/ 

Å commons-io 2.11 ï https://commons.apache.org/proper/commons-io/ 

Å commons-csv 1.7 ï https://commons.apache.org/proper/commons-csv/ 

Å commons-pool2 2.12.0 ï https://commons.apache.org/proper/commons-pool/ 

Å commons-logging 1.2 ï https://commons.apache.org/proper/commons-logging/ 

Å commons-dbcp 1.4 ï https://commons.apache.org/proper/commons-dbcp/ 

Å jersey 1.18 ï https://mvnrepository.com/ 

Å jakarta-servlet-api 6.10 ï https://jakarta.ee/specifications/servlet/ 

Å jakarta-json-bind 3.0.1 ï https://jakarta.ee/specifications/jsonb/ 

Å jakarta-persistence-api 3.2.0 ï https://jakarta.ee/specifications/persistence/ 

Å jakarta-core 11.0.0-M4 ï https://jakarta.ee/specifications/coreprofile/ 

Å joda-time 2.8.1 ï https://www.joda.org/joda-time/ 

Å resteasy 6.2.11 ï https://resteasy.dev/ 

Å slf4j 1.17.30 ï https://www.slf4j.org/ 

https://mvnrepository.com/
https://mvnrepository.com/
https://mvnrepository.com/
https://mvnrepository.com/
https://guava.dev/
https://mvnrepository.com/
https://microsoft.com/
https://commons.apache.org/proper/commons-beanutils/
https://commons.apache.org/proper/commons-codec/
https://commons.apache.org/proper/commons-net/
https://commons.apache.org/proper/commons-io/
https://commons.apache.org/proper/commons-csv/
https://commons.apache.org/proper/commons-pool/
https://commons.apache.org/proper/commons-logging/
https://commons.apache.org/proper/commons-dbcp/
https://mvnrepository.com/
https://jakarta.ee/specifications/servlet/
https://jakarta.ee/specifications/jsonb/
https://jakarta.ee/specifications/persistence/
https://jakarta.ee/specifications/coreprofile/
https://www.joda.org/joda-time/
https://resteasy.dev/
https://www.slf4j.org/
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Portal Features 
 

Webex CCE Administration Portal combines the features of several applications to simplify 

daily contact center activities. Each application interconnects within an intuitive interface that 

minimizes task efforts. 

See the full list of features below: 

Å Access Groups 

Å Administration 

Å Agent Teams 

Å Agent to Skill 

Å Attributes Assignment 

Å Audio Manager 

Å Bulk Request 

Å Cache Administration 

Å Callbacks 

Å Callbacks Admin 

Å Call Type Mapping 

Å Campaigns 

Å Collections 

Å Contact Center 

Å Dashboard 

Å Interaction Manager (*Only available to current Experience/Experience+ customers.) 

Å Launchpad 

Å Location 

Å Precision Queues 

Å Reasons 

Å Roles 

Å Routing Controls 

Å Security 

Å Settings 

Å Skill Scheduling 
 

Å Skills 

Å Skills to Agent 

Å Support 
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Å System Wide Audit 

Å Usage 

Å Users 

Webex CCE Administration Portal Feature Highlights 

Below are some of the top features included in Webex CCE Administration Portal: 

Contact Flow Creation and Management 

Interaction Manager Designer is a powerful tool for creating contact flow applications. With it, 

users can create and manage: 

Å Interactive Voice Responses 

Å Queues 

Å Audio prompts 

Å Routing variables 
 

 

 

Roles Based on User Security Policies 

User security policies maintain a user's level of access to Webex CCE Administration Portal 

based on the assigned role. The standard roles are: 

Å Portal Administrator 

Å Phone Administrator 

Å Campaign Administrator 



© 2025 Cisco and/or its affiliates. All rights reserved. 7 

 

 

Cisco Confidential 

Å Route Control Administrator 

Å Contact Flow Administrator 

Å Route Control Manager 

Å Contact Flow Developer 

Å Standard User 
 

 

 

Multiple Agent Teams Management 

Create teams for the organization, and assign agents to the appropriate team. 

 

 

NOTE: 

Custom roles can be created as needed. 
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Add Users in Bulk 

Remove the anguish of adding hundreds of users, one at a time, by using the Bulk Request 

tool. Using the Bulk Request template, input multiple users and their details, and then upload it 

for fast user creation. 

 

 

Define Billing Units 

Create Billing Units to identify where to allocate user expenses. 
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Enable or Disable Campaigns 

Design campaigns to contact a list of specific people or companies for various activities, such 

as: 

Å Marketing 

Å Surveys 

Å Promotions 

Å Debt collection 
 

 

 

Create, Update, or Delete Departments 

Organizations can create multiple departments to handle the various call types received. 

Some example departments are: 

Å Billing 

Å Technical support 

Å Customer service 



© 2025 Cisco and/or its affiliates. All rights reserved. 10 

 

 

Cisco Confidential 

 
 

Easy Routing Controls 

Route or reroute calls where they need to go based on: 

Å Call types 

Å Queue times 

Å Schedules 

Å Emergency situations 
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Track Agent Activities with Reasons 

Use reasons to better understand: 

Å Agents classification of time to perform tasks 

Å Agents current status 
 

 

 

Setup and Manage Multiple Sites 

Define and manage organization sites. 
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Quickly Change Agent Skills 

Precision queues optimize contact center efficiency for better management of high call 

volume. They allow agent responsibilities to change on the fly based on specific criteria. 
 

 

 

 
14 
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Sign In 
 

The sign-in page is the gateway for users to access Webex CCE Administration Portal. It is the 

first page to display when a user accesses the Webex CCE Administration Portal link provided 

to their organization. 
 

Single Sign-On ADFS Page 

If the contact center uses SSO (Single Sign-On), an ADFS (Active Directory Federation 

Services) page, customized uniquely to the organization, displays. Signing in using this page 

automatically signs the user into the following: 

Å Webex CCE Administration Portal 

Å Finesse 

Å CUIC (Cisco Unified Intelligence Center) 

Å ECE (Cisco Enterprise Chat and Email) 

 
 
 
 
 
 

CHAPTER 2 
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Sign-In Page Overview 

The sign-in page is not only a place for users to sign in, but it is also a place to get important 

information. Below are the features found on the sign-in page. 

Sign In 

Users enter their username and password here, to sign into Webex CCE Administration Portal. 
 

For more information about signing in, see Signing In on the facing page. 
 

Terms of Use Notice 

At the bottom of the sign-in page is a Notice banner containing the Terms of Use for Webex 

CCE Administration Portal. Read these terms before signing in. 
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Upgrades and Planned Maintenance Notification 

At the top of the page a notification may display to inform users of upcoming maintenance or 

upgrades. 
 

For more information about upgrades and maintenance, see Planned Maintenance and 

Upgrade Notifications on page 25. 

Signing In 

Requiring users to sign-in is the most secure way to prevent unauthorized access. This 

method also protects the organization's private and sensitive data. 

 

Understanding the Password 

A password protects each user's account from unauthorized access. At sign-in, users must 

enter the password associated with their username to sign in. While entering the password, the 

Password field masks each character entered as a black circle to prevent others from seeing. 

Passwords are case sensitive and must meet the following requirements: 

Å Minimum of 8 characters in length 

Å Must not contain user's first name, last name, or username 

Å Must contain 3 out of the following 4 character types: 

o Uppercase letters: ABCDEF 

o Lowercase letters: abcdef 

o Numbers: 12345 

o Special characters: ! % ̂  & ( ) < > 

Å Must not contain special characters: # $ * / @ 

Å Must not reuse previous passwords 
 

ADFS Sign-In Page - Password Field 

NOTES: 

To access the Webex CCE Administration Portal sign-in page, open the link 

provided to the organization in a compatible web browser. A supervisor, manager, or 

administrator can provide the link, if needed. 

For more information about Web browser compatibility, see Compatibility and 

Requirements for Webex CCE Administration Portal on page 2. 

The total number of multiple concurrent sign ins can be limited. Contact your account 

manager to request changes to sign in limitations. 
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Signing Into Webex CCE Administration Portal 

To use the sign in screen: 

1. Enter assigned username into the Username field. If supported by your organization, 

you can also use your agent ID to sign in. 

2. Enter the password associated with the username into the Password field. 

3. The Forgot your Password option appears after selecting the Password field. Click this 

link to have Portal send a password reset link sent to the email address associated with 

the user. 
 

 

 
4. Select the Remember Me check box to have the Web browser remember the 

username. At next sign-in, the username displays in the Username field. 

5. Click the Sign In button to sign in with the credentials entered. 

NOTE: 

New Users - Temporary Password 

A new user must use a temporary password at their initial sign in. A supervisor, 

manager, or administrator creates the temporary password when adding the user to 

Webex CCE Administration Portal. 

Temporary passwords consists of the following three parts: 

First letter of user's first name in uppercase, followed by the first letter of 

user's last name in lower case. For example: 

o A temporary password for a user named John Doe would start with 

"Jd". 

User's full phone number. (Up to 15 characters.) For example: 

o 5125551212 

Two exclamation marks. For example: 

o !! 

The initial temporary password for user John Doe may appear as shown below: 

Jd5125551212!! 

NOTES: 

After clicking the Forgot your Password link, confirm the email address is accurate 

by clicking the Confirm button. If the email address is not accurate, click the Cancel 

button and contact your supervisor to have your password reset. 

For non-single sign-on (SSO) environments, the password reset also updates the 

user's agent and Intelligent Contact Management (ICM) passwords. 
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ADFS Sign-In 
 

Password Expiration 

If a user's password is about to expire, a password expiration message displays after signing 

in. The message begins to display seven days before it expires, giving the user enough notice 

to change their password. If the user is unable to change the password within the seven-day 

period, their account becomes locked. A supervisor, manager, or administrator must assign 

the user a temporary password. 

 

Signing in with a Temporary Password 

The user must obtain the temporary password from their supervisor, manager, or administrator. 

Once acquired, sign in by doing the following: 

1. Enter the assigned username into the Username field. 

2. Enter the temporary password into the Password field. 

3. Select the Remember Me check box to have the web browser remember the username. 

At next sign-in, the username displays in the Username field. 

4. Click the Sign In button to sign in with the credentials entered. 

 

ADFS Sign-In 

The Change Password page displays. Change the password by doing the following: 

1. Enter assigned username into the Username field. 

2. Enter the temporary password into the Old password field. 

NOTE: 

To change the password expiration time frame, contact the account manager or 

submit the request through a support ticket. The password expiration can be set to 

any number of days between three and thirty. 

NOTE: 

While signed in, Webex CCE Administration Portal automatically signs the user out 

after 30 minutes of inactivity. When this occurs, the user will return to the previous 

page they were working on at next sign-in. 

Users are logged out of Webex CCE Administration Portal after 12 hours of being 

logged in. After log-out, users are automatically returned to the sign-in page. 
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3. Enter a new password into the New password field. Follow the requirements under the 

Password Requirements section to create a valid password. 

4. Confirm the new password by entering it again into the Confirm new password field. 

5. Click the Change Password button to change the password. 
 

The Change Password page closes, and the sign-in page displays again. At the top-right of the 

sign-on page, a Password Reset Successfully message displays. Sign in again, using the new 

password. 

Change Password 

If you want to reset your Webex CCE Administration Portal password, you can do so using the 

Change Password feature. 
 

 

 

Resetting Your Password 

To reset your password, do the following: 

1. Click to access the User Menu. 

2. Select the Change Password option. 
 

3. Change the password using one of the following methods: 

Using a Suggested Password 

REQUIREMENTS: 

The Change Password option is available to all tenant configurations except those 

using: 

Portal RO Single Sign-On (SSO) 

Federation 

If the Change Password option is not available for you, try this: Manually Change 

Password on page 23. 
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Select the Use suggested password option. Use the generated password presented next to 

this option for your next sign in. 
 

 

 

Manually Enter a New Password 

Select the Enter a new password manually option. Enter the new password into the New 

Password field, and then enter it again into the Confirm new password field. Be sure the 

password meets the requirements listed under the Password requirements section. Text 

under 

the Password requirements section changes colors to indicate whether the password meets 

the requirements or not. Green text means the requirement passed, and red text means the 

requirement failed. At least three of the requirements must pass. 
 

 

 

NOTE: 

Toggle the slider next to Change password at next login to YES if you would like 

Portal to require you to change the password at next sign in. 

NOTE: 

Toggle the slider next to Change password at next login to YES if you would like 

Portal to require you to change the password at next sign in. 
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4. Click the Reset button to reset your password using the selected options or click the 

Cancel button to cancel the operation. 
 

Manually Change Password 

Users can manually change their Webex CCE Administration Portal account password at any 

time. 

Accessing the Change Password Page 

To access the Webex CCE Administration Portal Change Password page, do the following: 

 
1. Access the Webex CCE Administration Portal sign-in page. 

2. In the browser address field, delete the word "login" from the Webex CCE 

Administration Portal address. 

NOTE: 

If canceling the operation, click the Continue button on the confirmation dialog that 

displays. 



© 2025 Cisco and/or its affiliates. All rights reserved. 21 

 

 

Cisco Confidential 

 

3. Add the words "changepassword" (no space), and press Enter or Return. 
 

4. The Change Password page displays. Change the password by doing the following: 

A. Enter assigned username into the Username field. 

B. Enter the current (or temporary) password into the Old password field. 

C. Enter a new password into the New password field. Follow the requirements 

under the Password Requirements section to create a valid password. 

D. Confirm the new password by entering it again into the Confirm new password 

field. 

E. Click the Change Password button to change the password. 
 

5. The Change Password page closes, and the sign-in page displays again. At the top 

right side of the sign-on page a Password Reset: Successfully message displays. 

6. Sign into Portal again, using the new password. 

Signing Out 

When a user has finished working in Webex CCE Administration Portal, they can sign out to 

prevent unauthorized access. 

Signing Out of Webex CCE Administration Portal 

To sign out, do the following: 

1. Click to access the User Menu, located in the upper-right corner of the Webex CCE 

Administration Portal page. 

2. Choose the Sign Out option. 

 

Planned Maintenance and Upgrade Notifications 

To maintain performance and add new features, Webex CCE Administration Portal will 

sometimes need maintenance and upgrades. When this occurs, the service is not available for 
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a temporary period of time. A notification displays at the top of the sign-in page a few weeks in 

advance, to inform users. 

Acknowledging the Planned Maintenance 

When the planned maintenance message displays at the top of the sign-in page, users must 

acknowledge the message before signing in. 

1. Place a check in the Acknowledged check box. 

2. Continue with sign in. 
 

 

Maintenance or Upgrade In Progress 

Webex CCE Administration Portal informs users when planned maintenance or upgrades 

begin. During the event, the following message displays in place of the sign-in page: 
 

 
 
 

NOTE: 

Acknowledgment of the maintenance notification is a requirement before a user 

signs in. If a user attempts to sign in without acknowledging, the following message 

displays: 
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User Interface 
 

The Webex CCE Administration Portal Home page has a user interface designed with the 

intent to simplify a user's experience. It features many familiar forms of navigation, and some 

aspects are customizable to suite a user's preferences. 

Listed below are topics to help a user better understand the Webex CCE Administration Portal 

user interface: 

Home Page Overview 

On the Home page (Launchpad), users can find several easy-to-use features to improve their 

experience with Webex CCE Administration Portal. Below are the features found on the Home 

page. 
 

Launchpad 

The Launchpad page displays when a user first signs into Webex CCE Administration Portal. It 

includes two sections: 

Å Quick Access - Provides the user with a set of task shortcuts for quick access to 

common tasks performed in Webex CCE Administration Portal. 

Å Custom Links - Displays icons that link to specific applications or websites. Users can 

customize the icons to link directly to websites or applications they frequently use. 
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See Launchpad (Home Page) on page 46 for additional details. 

Navigation Pane 

The Navigation Pane contains the Webex CCE Administration Portal menu. This menu allows 

users to navigate and access the available applications and features. 
 

Å Reveal / Hide Sub-Menu Options - Some menu options within the Navigation Pane 

contain sub-menus. Click the arrow on the right side of the menu option to reveal or 

hide sub-menu options. 

 

 

Å Expand / Contract Navigation Menu - Use the arrow at the bottom of the Navigation 



© 2025 Cisco and/or its affiliates. All rights reserved. 25 

 

 

Cisco Confidential 

Pane to contract or expand the entire menu. When contracted, only menu icons display, 

providing additional workspace. 

 

  

 
 

 

 

Breadcrumbs 

A navigation tool that displays the user's current progress of navigation through the Webex 

CCE Administration Portal hierarchy. Users can click any of the paths displayed to return to 

previous pages. 
 

Tenant ID 

The tenant ID displays at the top of page to help users determine which tenant they are signed 

into. 
 

Help Center 

The Help Center icon is located in the top right corner of the Home page. This icon allows 

users to access the Webex CCE Administration Portal Help Center. 
 

Settings 

Click the Settings icon located in the top right corner of the Home page to customize the 

appearance of Webex CCE Administration Portal. 
 

 

User Menu 

By clicking the User menu, users can find the option to change their password or sign out of 

Webex CCE Administration Portal. 

 

NOTE: 

If using the Web browser in windowed mode or a device with a low resolution screen, 

the Navigation Pane may hide within a button. Click this Menu Button to reveal the 

Navigation Pane. 
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For additional information about the User menu, see Using the User Menu below. 

Using the User Menu 

The User menu allows users to sign out of Webex CCE Administration Portal. 

Accessing the User Menu 

Click on the User menu located in the upper right corner of the page. 
 

User Menu 

Å Sign Out ï Allows the user to sign out of Webex CCE Administration Portal. For 

additional information, see Signing Out on page 24. 

 

Changing the Interface Color Scheme 

Users can customize the Portal Home page by changing the color scheme to a color that better 

suites their preference. 

Choosing a Skin 

To customize the interface colors: 

1. Click the Settings icon to reveal the Settings menu. 

2. Change the interface color by clicking any of the colors displayed next to Choose Skin. 
 

Grid User Interface 

Components within Webex CCE Administration Portal display data within grids. Grids contain 

many functions that help you easily search, sort, view, and manage the data in Portal and each 

of it's components. In this topic, some of the most common grid functions are highlighted to 

help you get the most out of Portal. 

 

Grid Menu 

Each of the grids found throughout Portal have a Menu Icon located on the top-left side. This 
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menu allows you to perform tasks that are specific to the type of grid you are viewing, as well 

as common functions that are available on all grids. 
 

 

 

Menu Icon Selecting this icon reveals a drop-down 

menu with specific grid tasks as well as 

common tasks, such as: 

Å Clear all sorting 

Å Show My View (See Customize 
and Save Your View to learn 
more.) 

Å Show System View (See 
Customize and Save Your View to 
learn more.) 

Å Save Current View (See 
Customize and Save Your View to 
learn more.) 

Å Export data (See Export and 

View Grid Data on page 37 to 

learn more.) 

Å Columns: Show / Hide (See 

Show or Hide Columns on a Grid 

on page 39 to learn more.) 

 

Grid Pagination 

This section of the grid shows the total number of data records displayed and available to 

display on the grid. It also provides controls that allow you to navigate through the pages of 

data within the grid. 
 

 
 

 Record Count The range of numbers on the left 

represents the current data records 

you are viewing on the grid. The 

number on the right is the total 

number of data records available. 
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 First Page Selecting this icon navigates back 

to the first page. 

 

 Previous Page Selecting this icon navigates back 

to the previous page. 

 

 
Page Entry This field allows for manual entry of 

the page you want to view. The 

number located to the right of the 

field is the total number of pages 

available. 

 

 Next Page Selecting this icon navigates forward 

to the next page. 

 

 Last Page Selecting this icon navigates forward 

to the last page. 

Grid Filters 

Grid filters allow you to apply filters to all the data displayed on a grid. Some filters are unique 

and specific to a grid, but many are commonly found on several grids. Below are some of the 

common grid filters found throughout Portal. 
 

 

 
Platforms A drop-down menu that 

allows you to select from 

a list of platforms used by 

your organization. This 

filter is only available for 

organizations that have 

two or more platforms 

available. When a 

platform is selected, only 

data for that platform 

displays on the grid. The 

default All option displays 

data for all of the 

organization's platforms. 

 

 
Cluster A drop-down menu that 

allows you to select from 

a list of Cisco Finesse 

clusters available within 

your organization. 

 

Grid Column Headers 

Grids within Portal have many sorting and search filter features that help you find and select 

data quickly and efficiently. 
 

 /  Select / Deselect All Displays above grid data 

and to the left of the column 

headers. Use this selection 

indicator to select or 

deselect all data displayed 

within the grid. 



© 2025 Cisco and/or its affiliates. All rights reserved. 29 

 

 

Cisco Confidential 

 

 Pin Column Used to pin a column. 

Pinned columns stay in 

view when scrolling 

horizontally to view grid 

data. 
 

 Unpin Column Unpin a column. 

 
 

Column Options Icon Reveals a drop-menu with 

the following options: 
 

 

Å Sort Ascending ï 

Changes a columns 

sorting to 

ascending. When 

sorting is set to 

ascending, numbers 

display in order 

from 0 to 9, and 

letters display in 

order from A to Z. 

Å Sort Descending ï 

Changes a columns 

sorting to 

descending. When 

sorting is set to 

descending, 

numbers display in 

order from 9 to 0, 

and letters display 

in order from Z to A. 

Å Remove Sort ï 

Removes sorting 

from the column. 

Å Hide Column ï Hides 

the column from 

view. Restore a 

hidden column from 

the Grid Menu on 

page 30. 
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 Sort Ascending Icon This icon displays next to a 

column header where the 

data is sorted by 

ascending. The number 

next to the icon represents 

the sort order, if multiple 

columns within the grid are 

sorted. 

Note: You can also click on 

the column headers to 

toggle between the sorting 

methods. 
 

 Sort Descending Icon This icon displays next to a 

column header where the 

data is sorted by 

descending. The number 

next to the icon represents 

the sort order, if multiple 

columns within the grid are 

sorted. 

Note: You can also click on 

the column headers to 

toggle between the sorting 

methods. 

 

 
Search Filter Each column on a grid has 

a search filter. Enter text 

into any column's search 

filter to find a specific result 

within that column. Narrow 

search results even further 

by entering text into the 

search filter of other 

columns. 

 

 Clear Filter Clear a filter by clicking 

icon that displays on the 

right-side of the search 

filter. 
 

 
 

 

 
Drop-menu Filter Some columns have a 

drop-down menu filter 

instead of a search field. 

The displayed column data 

filters based on the 

selection. 

 
Select / Deselect Grid Data 

Selecting data on a grid allows you to export specific data (see Export and View Grid Data on 

page 37) or apply settings or changes to multiple selected items. 
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 Selection Indicator (Not 

Selected) 

Displays next to data that is 

not selected within a grid. 

Click to select. 

 

 Selection Indicator 

(Selected) 

Displays next to data that is 

selected within a grid. Click 

to deselect. 

Note: The row for any 

selected items on a grid is 

highlighted to help you 

distinguish the selected 

from the items that are not 

selected. 

 

Column Positioning 

You can change the position of a column within a grid by dragging and dropping the column 

header to the position you want it to display. Place your mouse cursor over the column you 

want to move, left-click and hold the button down, and then drag and drop it in the position you 

want it placed. 
 

Assignment Panes Interface 

Webex CCE Administration Portal assignment panes allow you to quickly assign skills, agents, 

phones, access groups, collections, and other contact center-related resources. Each 

assignment pane interface consists of two to three panes, with an easy-to-understand view of 

both the assignee and the resource being assigned. 

 

Assignee Pane 

The Assignee Pane presents a list of assignees, typically comprising of entities such as 

individuals, objects, or groups. You can choose an assignee from this pane to alter their 

resource assignments. Upon selecting an assignee, the Assigned Pane refreshes to show the 

resources currently allocated to the chosen assignee, while the Available Pane updates to 

exhibit the resources that are still accessible. 

NOTE: 

When grid data is selected, the Grid Menu on page 30 may display different options 

for the selected data. 
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Assigned Pane 

When an assignee is selected, this pane displays the resources currently allocated to the 

assignee. This pane updates in real-time as you select different assignees from the Assignee 

Pane. Notably, it also provides the functionality to select and remove any assigned resources, 

offering flexibility in managing resource assignments. 

Available Pane 

The Available Pane displays the resources that are still accessible or unassigned for the 

selected assignee. This pane also updates based on the assignee selected in the Assignee 

Pane. It provides a clear view of potential resources that are available for assignment, aiding in 

efficient resource allocation and management. 

Assignment Pane Headers 

The top section of each assignment pane is called the Assignment Pane Header and contains 

features that allow you to search for and sort the data or resources displayed in the pane. 
 

 

 
Search Filter Each pane has a search filter. 

Enter text into a pane's search filter 

to find a specific result within that 

pane. 

 

 Sort By Toggles the sorting of the pane's 

data, object, or resources by 

ascending or descending. 

 
 Record Count Displays the number of data, 

object, or resource records within 

the pane. 

 

 Select All Selects all data, objects, or 

resources within the pane. 

 

 Selection 

Indicator (Not 

Selected) 

Displays next to data, objects, or 

resources that are not selected 

within a pane. Click to select. 

 
 

 Selection Indicator 

(Selected) 

Displays next to data, objects, or 

resources that are selected within 

a pane. Click to deselect. 

 

 Unassign Located in the Assigned Pane. 

Click this icon to move the selected 

data, objects, or resources back to 

the Available Pane. 

 

 Assign Located in the Available Pane. 

Click this icon to move the selected 

data, objects, or resources to the 

Assigned Pane. 

 

 First Page Selecting this icon navigates back 

to the first page. 

 

 Previous Page Selecting this icon navigates back 

to the previous page. 
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 Page Number Use this to determine which page 

of data, objects, or resources you 

are viewing. The number on the left 

represents the current page you 

are viewing, while the number on 

the right is the total number of 

pages available. 

 

 Next Page Selecting this icon navigates forward 

to the next page. 

 

 Last Page Selecting this icon navigates forward 

to the last page. 

Export and View Grid Data 

As a Portal user, there may be circumstances in which exporting data from a grid may be useful 

or needed. Each of the data grids found throughout Portal allows you to export data in the 

following formats: 

Å PDF (Adobe Acrobat Reader) 

Å CSV (Microsoft Excel) 

Exporting Grid Data as CSV 

To export grid data in the CSV format: 

1. Access the grid containing the data you want to export. 

2. Select the grid Menu Icon. 
 

 
3. Choose one of the following export options, depending on the data you need: 

Å Export all data as CSV - Data exported using this option includes all data 

contained within the grid. 

Å Export visible data as CSV - Data exported using this option includes only data 

that is currently displayed on the grid. Any filters used within the grid affect the 

data that is exported. 

Å Export selected data as CSV - Data exported using this option includes only 

data that you have selected within the grid. 

4. Choose a location to save the file if prompted by your web browser. 
 

5. Open the file to view the exported data from the grid. 

NOTE: 

Some web browsers automatically save files to your system's default downloads loc- 

ation. Check this location if you are having trouble finding your exported file. 

https://get.adobe.com/reader/
https://www.microsoft.com/en-us/microsoft-365/excel/
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Example Exported CSV Data 

Exporting Grid Data as PDF 

To export grid data in the PDF format: 

1. Access the grid containing the data you want to export. 

2. Select the grid Menu Icon. 
 

3. Choose one of the following export options, depending on the data you need: 

Å Export all data as PDF - Data exported using this option includes all data 

contained within the grid. 

Å Export visible data as PDF - Data exported using this option includes only data 

that is currently displayed on the grid. Any filters used within the grid affect the 

data that is exported. 

Å Export selected data as PDF - Data exported using this option includes only 

data that you have selected within the grid. 

4. Choose a location to save the file if prompted by your web browser. 

 

5. Open the file to view the exported data from the grid. 

Example Exported PDF Data 

Show or Hide Columns on a Grid 

Grid columns display specific information and details about the data found throughout Webex 

CCE Administration Portal. When necessary, you can customize which columns are shown or 

hidden within a grid. 

Show or Hide a Column 

To show or hide a column: 

1. Access the grid containing the columns you want to show. 

2. Select the grid Menu Icon. 

NOTE: 

Some web browsers automatically open PDF files after downloading. If the 

PDF does not open, look for the downloaded file in your system's default Downloads 

location if you are having trouble finding your exported file. 
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3. Scroll to the Columns section of the menu. 
 

 
4. Use the following options to configure the columns: 

 
 

 Show Column Column is selected and displayed on the 

grid. 

 

 Hide Column Column is not selected and does not display 

on the grid. 

 

Customize and save your view 

With this feature, you can reorganize sub-options for columns and export to customize, save, 

and persist your preferred grid views across sessions. 

To save your grid view: 

1. Access the grid containing the columns you want to view. 
2. Select the columns that you want to view each time you access the page.  
3. Select the grid Menu Icon. 
4. Click Save Current View. 
This saves your preferences.  
5. Use one of the following options: 

¶ Show My View: Each time you log in and click Save My View option, your customized columns 
will appear in the grid. 

¶ Show System View: You can click Show System View to override your personalized 
columns and see the default view.  
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Accessibility Features 

The Portal user interface is designed with accessibility in mind, allowing users of all abilities to 

navigate and interact with its features efficiently. This topic covers how to use the available 

accessibility features. 

Key Accessibility Features 
Tab Navigation 

Tab Key ï Pressing the Tab key within Portal's grid or assignment pane interface 

allows you to navigate between each of the available options, fields, icons, and 

buttons currently displayed on-screen. Pressing the Tab key while holding the Shift key 

allows you to navigate in reverse. 
 

Tab Key 
 

Shift +Tab Keys 

Example: Tabbing through the top grid options. 
 

Space Key for Dialogs 

Space Bar Key ï Press the Space Bar key to make selections or activate features and 

options within the Portal interface. 
 

Space Bar Keys 

Example: Pressing the Space Bar key to change the grid page. 
 

 

Example: Pressing the Space Bar key to select and deselect items on the grid. 
 

 

Keyboard Shortcuts for Grid Navigation 

NOTE: 

Popup dialogs within Portal have the Cancel button selected by default. This allows 

for you to press the Space Bar key to quickly close a dialog if opened by accident. 

Portal_UI_SpaceBarActivateOption.gif
Portal_UI_SpaceBarActivateOption.gif


© 2025 Cisco and/or its affiliates. All rights reserved. 37 

 

 

Cisco Confidential 

Ctrl + Home: Pressing the Home key while holding the Ctrl key navigates to the top of 

the grid. 
 

Ctrl + End: Pressing the End key while holding the Ctrl key navigates to the bottom of 

the grid. 
 

Global Navigation Menu 

Ctrl + M: Pressing the M key while holding the Ctrl key changes the focus to the Portal 

Global Navigation Menu. 
 

Session Time Out 

Webex CCE Administration Portal automatically signs a user out after 30 minutes of inactivity. 

A warning message displays two minutes before a userôs session is about to expire. 

Session Expiring 

When the Your Session is about to Expire! message displays, choose one of the two available 

options: 

 

 

Å Logout - Signs out of the current session. User must sign in again to continue. 

Å Stay Connected - Closes the warning message and resumes the session. 
 

Using the Audit Interface 

To track and learn more about both automatic and manual changes made within Webex CCE 

Administration Portal, some tools have an audit feature. These tools include: 

Å Users 

Session Limitation: 

All Webex CCE Administration Portal sessions can persist no longer than 12 hours. 

After 12 hours of use, users are automatically logged out and returned to the sign-in 

page. This includes users that are active and currently working in Webex CCE 

Administration Portal. 
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Å Skills 

Å Skill Schedules 

Å Agent Teams 

Å Audio Manager 

Å Interaction Manager 

Å Phones 

Å Reasons 

Å Routing Controls (All control types) 

Å Security - (Access Groups, Collections, and Roles) 

Å Callbacks and Callbacks Admin 

Performing an audit will display the history of any changes made to the selected user or object 

over the past six months. It will include important details such as: 

Å Date/time of change 

Å Who/what made a change or performed an action 

Å Who/what was affected by the change or action 

Accessing Audit 

Access an audit by clicking on the universal audit icon used throughout Portal. 
 

Audit Icon 

Using Audit Search 

The audit user interface consists of search and filter functions to make the process of finding tracked changes 
quick and easy. When first accessing the audit dialog box, results automatically display for the most recent 
month containing audit changes. See the descriptions below to learn more about searching for changes: 

 

Audit Type - Drop-down menu which allows the user to filter audit results by a specific type. 

Each audit within Portal will have different audit types to choose from. 
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Search Field - Users can enter text into this field to narrow audit results based on specific 

criteria, such as a user's name or username. 

Search Button - When clicked, this button initiates the search based on the selected Audit 

Type and/or text entered in the Search Field. 

Month Selection - Buttons used to view audit results from the previous six months. Highlighted 

buttons represent months in which changes occurred. When clicked, audit results display for 

that month. Buttons of Lighter shade represent months when no audit activity took place. 

Understanding Audit Search Results 

After performing an audit search, the results display below the months. To learn more about 

the displayed results, see the descriptions below: 

 

 

Change Date - Each date listed within the audit results contain changes that occurred on that 

specific date. 

Show/Hide Change - Beside each date is an arrow pointing up or down. Clicking this arrow 

toggles between showing or hiding the changes that occurred on that date. If the arrow points 

up, all changes that occurred on that date display below the date. If the arrow points down, 

changes are not displayed. 

Change Log Entry - Text describing the action or change that took place on the specified date. 

It also describes details, such as who or what performed the action or change, and who or what 

received the result of the action or change. 

Change Time - Displays the time each change occurred. 

NOTE: 

The audit user interface within Interaction Manager Designer tool is slightly different 

from other Portal tools as it has an additional filter selection available. See the 

description below. 

Change Type - Drop-down menu which allows the user to filter audit results by user 

generated or system generated changes. 
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Show/Hide Change Details - Located beside some of the change times is an arrow pointing up 

or down. Clicking the arrow toggles between showing or hiding additional details about the 

change. If the arrow points up, additional details display below the change. If the arrow points 

down, additional details do not display. 

Additional Audit Feature Topics 

To learn more about using the audit feature within each Webex CCE Administration Portal tool, 

refer to the following: 

Å Audit an Access Group on page 578 

Å Audit an Agent Team 

Å Audit an Audio Group on page 475 

Å Audit Callbacks on page 329 

Å Audit a Call Type Mapping on page 720 

Å Audit a Collection on page 592 

Å Audit an Interaction Manager Application on page 549 

Å Audit a CVP Application on page 559 

Å Audit a Precision Queue on page 141 

Å Audit a Precision Queue Attribute Assignment on page 142 
Å  
Å Audit a Reason 

Å Audit a Role on page 606 

Å Audit a Routing Control 

Å Audit a Skill 

Å Audit a Schedule on page 187 

Å Audit a User on page 101 

Å Audit a Team Desktop on page 248 
 

 

NOTE: 

Audit change timestamps are based on the Portal server's current time zone set- 

tings. 

file:///C:/Users/hbhatta/OneDrive%20-%20Cisco/Desktop/AgentTeams/07-2-AuditAgentTeam.htm
file:///C:/Content/FinesseAdmin/Reasons/AuditReason.htm
file:///C:/Users/hbhatta/OneDrive%20-%20Cisco/Desktop/130-RoutingControls/25-2-AuditControl.htm
file:///C:/Users/hbhatta/OneDrive%20-%20Cisco/Desktop/060-Skills/007-AuditSkill.htm
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Launchpad (Home Page) 
 

The Launchpad page, often referred to as the Home page, is the first page to display when a 

user signs into Webex CCE Administration Portal. It provides shortcuts to common tasks, as 

well as custom links the user may access often. 
 

The Quick Access and Custom Links shortcuts shown in the screen shot above shows the 

default Launchpad page setup. This page is customizable, allowing the organization and users 

to display only shortcuts that are useful to them. 

The Launchpad page consists of the following two sections: 

Quick Access - This section contains shortcuts to the most used task shortcuts. These 

shortcuts increase user productivity, as they only need to use this section to access the most 

frequently used tasks. Users with access rights for updating profiles can add or remove task 

shortcuts, based on their needs. Click on any of the default shortcut names below to see a 

short description: 

Å Quick Access - Password Reset on the facing page 

Å Quick Access - Clone User on the facing page 

Å Quick Access - Skills on page 48 

Å Quick Access - Agent Teams on page 49 

Å Quick Access - Reasons on page 49 

Å Quick Access - Audio Manager on page 50 

Custom Links - Profiles assigned to each user control the shortcuts available in this section. If 

the user has access rights for updating profiles, they can add or remove task shortcuts. They 

can also add or remove URLs (Uniform Resource Locators) needed by users of a particular 

profile. Click the link below for additional details on custom links: 
Å Custom Links on page 51 

Quick Access - Password Reset 

Resetting a user password is one of the most common tasks performed. Users may need their 

password reset for many reasons, such as: 

 
 
 
 
 
 

CHAPTER 4 
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Å Forgot password 

Å Password compromised/unauthorized access 

Å Password expiration 

Accessing Password Reset 

1. Click the Password Reset shortcut. This will open the Users page. 
 

2. Locate the user needing their password reset. Click the Reset Password (lock) icon 

located in the same row of the user. 
 

For additional details about resetting a user's password, see: Reset User Password on 

page 87. 

Quick Access - Clone User 

Cloning a user is the quickest and most efficient way to create a new user. Using this method 

prevents the need to determine which settings and access rights apply to the new user. When 

cloned, the new user acquires the same settings and access rights assigned to the cloned 

user. 

Accessing Clone User 

1. Click the Clone User shortcut. This will open the Users page. 
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2. Locate the user to clone. Click the Clone User (square with arrows) icon located in the 

same row of the user. 
 

For additional details about cloning a user, see: Clone a New Agent User on page 77 or Clone 

a New Non-Agent User on page 83. 

Quick Access - Skills 

Skills allow the contact center to direct calls to agents within specific skill groups. Agents must 

have one or more skills assigned, and call volume and types determine the need for specific 

skills. 

Accessing Skills 

1. Click the Skills shortcut. This will open the Skills page. 
 

2. Locate the skill group to edit. Click the +/- Agents (user) icon located in the same row of 

the user. 

 

For additional details about editing skills, see: Skills on page 110. 

Quick Access - Agent Teams 

Contact centers use Agent Teams to divide agents into teams of similar skills. They frequently 

need maintenance, as agents and supervisors often change teams. 

Accessing Agent Teams 

1. Click the Agent Teams shortcut. This will open the Agent Teams page. 
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2. Locate the agent team to edit. To edit agents, click the Edit Agents (user) icon located in 

the same row. To edit supervisors, click the Edit Supervisors (eye) icon located in the 

same row. 
 

For additional details about Agent Teams, see: Agent Teams on page 190. 

Quick Access - Reasons 

Reasons allow the contact center to track agent activities, as well as the time spent on them. 

As contact center or agent needs change, add, or remove reasons to meet those needs. 

Accessing Reasons 

1. Click the Reasons shortcut. This will open the Reasons page. 

 

2. Locate the reason to edit. To edit a reason, click the Edit Reason (pencil) icon located in 

the same row. 
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For additional details about Reasons, see: Reasons on page 212. 

 

Quick Access - Audio Manager 

Audio Manager allows the contact center to control audio for the following: 

Å Menus (audio to present menu options) 

Å Call queues (music or voice recordings while on hold) 

Å Call messages and notes 

Accessing Reasons 

1. Click the Audio Manager shortcut. This will open the Audio Manager page. 
 

2. Locate the audio group to edit. To add an audio file, click the Add Prompt (+) icon 

located in the same row. 

 

For additional details about Audio Manager, see Audio Manager on page 449. 

Custom Links 

The Custom Links section of the Launchpad page allows for both additional shortcuts, and/or 

internal and external web pages. Users assigned to profiles with the correct access rights can 

add or remove shortcuts and links in Custom Links. 
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For additional details about managing the Custom Links section, see: An Example of Setting 

Custom Links on page 675. 
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Users 
 
 

 

Users 
 

The Users tool displays a list of all agent and non-agent users, both active and deactivated. On 

this page a contact center can manage all users, and perform the following tasks: 

Å View a list of users 

Å Use the powerful search and filter features to perform a search for one or more users 

Å Reset user passwords 

Å Create a new agent or non-agent user by cloning an existing agent or non-agent user 

Å Assign or un-assign skills for agents 

Å Edit user information 

Å Activate or deactivate a user 

Å Perform user audits 
 

Accessing the Users Page - Method 1 

Select Users from the Webex CCE Administration Portal navigation menu. 
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Accessing the Users Page - Method 2 

Select the Password Reset or the Clone User shortcuts from the Launchpad page. 
 

Additional Users Tool Topics 

Listed below are additional topics related to the Users tool: 

Å Users Grid Features on the next page 

Å Edit Agent or Non-Agent User Information on page 92 
Å  
Å Assign or Unassign Skills for an Agent from the Users Grid on page 98 

Å Reset User Password on page 87 

Å Clone a New Agent User on page 77 

Å Clone a New Non-Agent User on page 83 

Å Cloning Restrictions on page 85 
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Å Edit User Access Groups on page 103 

Å Activate or Deactivate a User on page 96 

Å Unlock a User Session on page 107 

Å Force an Agent to Log Out of CTI on page 107 

Å Audit a User on page 101 

Å View Access Summary for a User on page 105 

Users Grid Features 

The Users grid consists of all features needed for locating and working with both agent and 

non-agent users. These features include: 

Å Search filters and fields 

Å Selecting users 

Å Grid menu 

Å Task icons 

Using Filters on the Users Grid 

Filters allow for the display of only specific users based on the selected filter options. The 

Users grid contains the following filter options: 

User Type ï Used to select the type of users to display on the users list. This filter 

allows for the selection of the following types of users: 

Å All ï Displays all available agent and non-agent users. (This is the default filter 

option.) 

Å Agent ï Displays only agent users. 

Å Supervisor ï Displays only supervisor users. 

Å Non Contact Center ï Displays only users that are not associated with the 

contact center. 
 

Status ï Displays users based on the selected active status. The following active 

status filters are available: 

Å All ï Displays all users, both active and inactive. (This is the default filter option.) 

Å Active ï Displays only active users. 

Å Inactive ï Displays only inactive users. 
 

 

 

Using Search Fields on the Users Grid 

Enter text into any column's search field to find a specific result within that column. Narrow 

search results even further by entering text into the search field of other columns. For 

NOTE: 

If your organization uses two or more platforms within Webex CCE Administration 

Portal, a Platforms selection drop-down menu displays. The All option is selected by 

default and will display users associated with all available platforms. Select a spe- 

cific platform if you need to view only users associated with that platform. 



© 2025 Cisco and/or its affiliates. All rights reserved. 50 

 

 

Cisco Confidential 

additional details about using search, see Grid Column Headers on page 32. 
 

Changing Column Sorting on the Users Grid 

Change the sorting of grid columns by either ascending, descending, or no sorting. To learn 

more about using column sorting, see Grid Column Headers on page 32. 
 

Selecting Users 

By selecting specific users, you gain the ability to export their data (refer to the Export and 

View Grid Data on page 37 section for more details) or simultaneously apply settings or 

modifications to multiple users. To learn more about selecting or deselecting users, see 

Select / Deselect Grid Data on page 35 andGrid Column Headers on page 32. 
 

Using the Grid Menu for Users 

The grid menu provides the following additional controls and features below: 
 

 
 

Å Add New Agent ï Opens the Create Agent dialog allowing you to create a new agent. 

(See Create a New Agent on page 59 for more information.) 

Å Add New Supervisor ï Opens the Create Supervisor dialog allowing you to create a new 

supervisor. (See Create a New Supervisor on page 65 for more information.) 

Å Add New Non-Contact User ï Opens the Create Non-Contact User dialog allowing you 

to create a new non-contact center user. (See Create New Non-Contact Center User on 

page 73for more information.) 

NOTE: 

If enabled for your organization, the following features are available on the Users 

grid menu when a user or users are selected: 

Contact Center AI Service Enablement 

Support Digital Channel Enablement 
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Å Contact Center AI Service Enablement ï Opens the Contact Center AI Services 

Enablement dialog allowing you to enable or disable AI services for selected agents and 

supervisors. 

Å Support Digital Channel Enablement ï Opens the Support Digital Channel Enablement 

dialog allowing you to enable or disable Support Digital Channel for the selected agent 

and supervisors. 
 

Å Clear all sorting ï Clears all sorting used on the Users grid. 

Å Show My View ï Shows your previously saved view. 

Å Show System View ï Shows the default selection. 

Å Save current view - Saves the selected current view. 

Å Export Data ï Export Users grid data in CSV and PDF file formats. 
 

Å Columns - All options below this section allows for showing or hiding the specified 

column on the Users grid. 

o First Name ï Show or hide the First Name column. 

o Last Name ï Show or hide the Last Name column. 

o Agent ID ï Show or hide the Agent ID column. 

o Username ï Show or hide the Username column. 

o Agent Team ï Show or hide the Agent Team column. 

o Id Contact Center User Status Name ï Show or hide the Id Contact Center User 

Status column. 

o Status ï Show or hide the Status column. 

o Platform Name ï Displays the platform associated with the users. 

o Enterprise Name ï Displays the Enterprise Name assigned to the users. 

o Buttons ï Show or hide the column containing the task icons. 
 

Using the Task Icons on the Users Grid 

Task icons perform a variety of actions for each user listed on the Users grid. See the task icon 

descriptions below: 

 Edit User ï Opens the Edit User dialog box for editing user information and details. 

(See Edit Agent or Non-Agent User Information on page 92for more information.) 

 +/- Skills ï Opens the Agent to Skills page for assigning or removing skills for an 

agent. (See Assign or Unassign Skills for an Agent from the Users Grid on page 98 for 

more information.) 

 Reset Password ï Opens the Reset Password dialog box for resetting the user's 

password. This task icons does not display if Federation is enabled. (See Reset User 

Password on page 87 for more information.) 

NOTE: 

The Contact Center AI Service Enablement and Support Digital Channel Enable- 

ment options do not display unless you have agents and/or supervisors selected on 

the Users grid. 

NOTE: 

For additional information about exporting grid data, see Export and View Grid Data 

on page 37 

NOTE: 

For additional information about showing or hiding columns, seeExport and View 

Grid Data on page 37. 
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 Clone User ï Opens the Clone User dialog box for creating a new user. (See Clone 

a New Non-Agent User on page 83or Clone a New Agent User on page 77 for more 

information.) 

 Manage Supervisor Teams ï Opens the Manage Teams for Supervisor dialog for 

assigning the supervisor to agent teams and setting as the primary supervisor. (See 

Manage Supervisor Agent Team Assignments on page 85 for more information.) 

 Edit Access Groups ï Opens the Edit Groups for User dialog box for assigning or 

removing groups for a user. (See Edit User Access Groups on page 103 for more 

information.) 

 Activate User ï Icon only displays for deactivated users. Click this icon to activate 

the user. This task icon does not display if Federation is enabled. (See Activate or 

Deactivate a User on page 96 for more information.) 

 Deactivate User ï Icon only displays for active users. Click this icon to deactivate 

the user. This task icon does not display if Federation is enabled. (See Activate or 

Deactivate a User on page 96 for more information.) 

 Access Summary ï Opens the Access Summary dialog box for a quick view of 

group and collection assignments. (See View Access Summary for a User on 

page 105 for more information.) 

 Unlock User Session ï Opens the Unlock User Sessions dialog allowing you to 

unlock a user's Portal session. (See Unlock a User Session on page 107 for more 

information.) 

 Force Agent Logout ï Allows Portal Administrators and supervisors to force an 

agent to log out of their computer telephony interface (CTI). (See Force an Agent to 

Log Out of CTI on page 107 for more information.) 

 Delete User ï Used to delete users or agents that are no longer needed. (See 

Delete a User on page 100 for more information.) 

 Audit User ï Opens the User Audit dialog box for viewing historical changes for the 

user. (See Audit a User on page 101 for more information.) 
 

 
 

Create a New Agent 

To create a new agent, use the Add New Agent option from the Portal Users grid menu. This 

process allows you to define key agent details, assign roles, and configure necessary settings 

to ensure proper access and functionality within the system. 

Adding a New Agent 

To create a new agent, do the following: 

1. Access the grid menu. 
 

2. Select Add New Agent to create a new agent. 

NOTE: 

If Federation is enabled, the Reset Password and Activate/Deactivate Users icons 

are not displayed on the Users grid. 
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Configuring the Agent Info Tab 

Configure the settings and features under the Agent Info tab: 
 

 

Å Platform ï If your organization supports multiple platforms, you can select which 

platform to associate the new agent with. 

Å Agent ID ï Required field. New agent's ID. The new agent must have an agent ID for 

agent team assignment. 

Å Enterprise Name ï Required field. Name assigned to the new agent in Cisco 

Configuration Manager. 

Å Agent Description ï Optional field. Description of the agent used in Cisco Configuration 

Manager. 

Å Agent Team Search ï Search field used for finding and selecting the new agent's agent 

team. For additional information about agent teams, see Agent Teams on page 190. 

Å Agent Desk Settings Search ï Search field used for finding and selecting the new 

agent's desk settings. 

Å Agent State Trace ï Enable this feature to track every state change made by the agent. 

This feature is available for up to 100 agents total. 

List of Services for Contact Center AI 

Enable any available Contact Center AI services by placing a check next to the following 

options: 

Å Call Transcript ï Select this option to enable the Call Transcript feature for the agent. 
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Å VAV Transcript ï Select this option to enable the Virtual Assistant Voice transcript 

feature for the agent. This feature requires that UCCE 12.6.2 support is enabled for 

Portal. Contact your account manager to have this feature enabled. 

Å Agent Answers ï Select this option to enable the Agent Answers gadget on the Finesse 

Desktop Layout. 

Configuring the User Info Tab 

Configure the settings and features under the User Info tab: 
 

 

Å Username ï Required field. Username used for the new agent to sign into Portal or other 

related contact center applications. The username must be unique and is limited to 20 

characters. When signing in, the username is in the form of username@tenant-suffix, in 

which the username is the name used in the Username field. The tenant-suffix is three 

characters used to identify the organization or contact center. 

Å First Name ï Required field. New agent's first name. 

Å Last Name ï Required field. New agent's last name. 
 

Å Person Description ï Optional field. Enter a description of the person in this field, if 

needed. 

Å Select User ï Optional. Click this button to open the Select User dialog allowing you to 

select a user to associate with the new agent. On the Select User dialog, you can use 

NOTE: 

The Username, First Name, and Last Name fields for agents and supervisors 

support the use of the following ASCII characters: 

Due to a restriction in Active Directory, the Username field must also contain 

a combination of alphanumeric characters. It must also contain at least one 

alphabetic character. 

The last character of the Username field may not be a period (.). 
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the pagination controls and search filters to quickly find a specific user. Select the user 

and then click the Select button to confirm. 

 

 

Å Phone Number ï Required field. Non-business phone number used to contact the new 

agent. This field supports up to 15 digits and allows for entry of international phone 

numbers as well. 
 

Å Password ï Required field. Enter a password to assign to the new agent. 

Å Email ï Optional field. Business email address assigned to the new agent. Webex CCE 

Administration Portal validates the email address entered across all tenants to ensure it 

is not currently in use. If the email address is currently in use by another user, an error 

message displays when trying to save the changes. 

Å SSO Enabled User ï Set this slider to ON if you want the user to use Single Sign-On 

(SSO). 

Å Support Digital Channel ï Enable or disable the Support Digital Channel feature. This 

feature requires that UCCE 12.6.2 support is enabled for Portal. Contact your account 

manager to have this feature enabled. 

Å User Type ï Drop-down menu for selecting the user type for the user. The available user 

types are: 

o Portal Administrator 

o Callback Administrator 

o Phone Administrator 
 

o Campaign Administrator 

o Route Control Administrator 

NOTE: 

The Phone Number field is optional when using SSO and the AD service is set to 

read only. 
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o Contact Flow Administrator 

o Route Control Manager 

o Contact Flow Developer 

o Standard User 

Å Site Search ï Required. Search field used for finding and selecting the new agent's site 

location. The site is usually the city, state, or the name of the agent's physical location. 

Å Department Search ï Required. Search field used for finding and selecting the new 

agent's department assignment. 

Å Billing Unit ï Required. Drop-down menu for selecting the new agent's billing unit. 

Å Profile ï Required. Drop-down menu for selecting a profile for the new agent. A profile is 

pre-selected by default. 

Å Assigned Role ï Required. Drop-down menu for selecting a new agent's role 

assignment. For additional details about roles, see . To learn more about roles and 

how they affect user access, see Features for Standard Portal Roles on page 815. 

Assigning Skills to the New Agent on the Skills Tab 

Assign skills to the new agent under the Skills tab: 
 

Assign up to 50 skills to the new agent by selecting skills within the Skills assignment pane. 

See the Assignment Panes Interface on page 35 topic for assistance. 

 

Assigning Access Groups to the New Agent on the Access Groups Tab 

Assign access groups to the new agent under the Access Groups tab: 
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Assign access groups to the new agent by selecting any groups needed within the Access 

Groups assignment pane. See the Assignment Panes Interface on page 35 topic for 

assistance. 

Assigning Collections to the New Agent on the Collections Tab 

Assign collections to the new agent under the Collections tab: 
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Assign users or agents collections to the new agent by selecting any collections needed within 

the Users or Agents assignment panes. See theAssignment Panes Interface on page 35 topic 

for assistance. 

Saving the New Agent 

Save the new agent by clicking the Save button, or Cancel the operation by clicking the Cancel 

button. 
 

Create a New Supervisor 

To create a new supervisor, use the Add New Supervisor option from the Portal Users grid 

menu. This process allows you to define key supervisor details, assign roles, and configure 

necessary settings to ensure proper access and functionality within the system. 

Adding a New Supervisor 

To create a new supervisor, do the following: 

1. Access the grid menu 
 

2. Select Add New Supervisor to create a new supervisor. 
 

 

Configuring the Supervisor Info Tab 

Configure the settings and features under the Supervisor Info tab: 
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Å Platform ï If your organization supports multiple platforms, you can select which 

platform to associate the new supervisor with. 

Å Agent ID ï Required field. New agent's ID. The new supervisor must have an agent 

ID for agent team assignment. 

Å Enterprise Name ï Required field. Name assigned to the new supervisor in Cisco 

Configuration Manager. 

Å Agent Description ï Optional field. Description of the supervisor used in Cisco 

Configuration Manager. 

Å Agent Team Search ï Search field used for finding and selecting the new supervisor's 

agent team. For additional information about agent teams, see Agent Teams on 

page 190. 

Å Agent Desk Settings Search ï Search field used for finding and selecting the new 

supervisor's desk settings. 

 

List of Services for Contact Center AI 

Enable any available Contact Center AI services by placing a check next to the following 

options: 

Å Call Transcript ï Select this option to enable the Call Transcript feature for the 

supervisor. 

Å VAV Transcript ï Select this option to enable the Virtual Assistant Voice transcript 

feature for the supervisor. This feature requires that UCCE 12.6.2 support is enabled 

for Portal. Contact your account manager to have this feature enabled. 

Å Agent Answers ï Select this option to enable the Agent Answers gadget on the Finesse 

Desktop Layout. 

Configuring the User Info Tab 

Configure the settings and features under the User Info tab: 
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Å Username ï Required field. Username used for the new supervisor to sign into Portal or 

other related contact center applications. The username must be unique and is limited 

to 20 characters. When signing in, the username is in the form of username@tenant-

suffix, in which the username is the name used in the Username field. The tenant-suffix 

is three characters used to identify the organization or contact center. 

Å First Name ï Required field. New supervisor's first name. 

Å Last Name ï Required field. New supervisor's last name. 
 

 

 

Å Person Description ï Optional field. Enter a description of the person in this field, if 

needed. 

Å Select User ï Optional. Click this button to open the Select User dialog allowing you to 

select a user to associate with the new supervisor. On the Select User dialog, you can 

use the pagination controls and search filters to quickly find a specific user. Select the 

user and then click the Select button to confirm. 

NOTE: 

The Username, First Name, and Last Name fields for agents and supervisors 

support the use of the following ASCII characters: 

 
 
 
 

 
Due to a restriction in Active Directory, the Username field must also contain 

a combination of alphanumeric characters. It must also contain at least one 

alphabetic character. 

The last character of the Username field may not be a period (.). 
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Å Phone Number ï *Required field. Non-business phone number used to contact the new 

supervisor. This field supports up to 15 digits and allows for entry of international phone 

numbers as well. *This field is optional when using SSO and the AD service is set to 

read only. 

Å Password ï Required field. Enter a password to assign to the new supervisor. 
Å Email ï Optional field. Business email address assigned to the new supervisor. Webex 

CCE Administration Portal validates the email address entered across all tenants to 

ensure it is not currently in use. If the email address is currently in use by another user, 

an error message displays when trying to save the changes. 

Å SSO Enabled User ï Set this slider to ON if you want the user to use Single Sign-On 

(SSO). 

Å Support Digital Channel ï Enable or disable the Support Digital Channel feature. This 

feature requires that UCCE 12.6.2 support is enabled for Portal. Contact your account 

manager to have this feature enabled. 

Å User Type ï Drop-down menu for selecting the user type for the user. The available user 

types are: 

Å Portal Administrator 

Å Callback Administrator 

Å Phone Administrator 

Å Campaign Administrator 

Å Route Control Administrator 

Å Contact Flow Administrator 

Å Route Control Manager 

Å Contact Flow Developer 

Å Standard User 

Å Site Search ï Required. Search field used for finding and selecting the new supervisor's 

site location. The site is usually the city, state, or the name of the supervisor's physical 

location. 
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Å Department Search ï Required. Search field used for finding and selecting the new 

supervisor's department assignment. 

Å Billing Unit ï Required. Drop-down menu for selecting the new supervisor's billing unit. 

Å Profile ï Required. Drop-down menu for selecting a profile for the new supervisor. A 

profile is pre-selected by default. 

Å Assigned Role ï Required. Drop-down menu for selecting a new supervisor's role 

assignment. For additional details about roles, see . To learn more about roles and how 

they affect user access, see Features for Standard Portal Roles on page 815. 

Assigning Skills to the New Supervisor on the Skills Tab 

Assign skills to the new supervisor under the Skills tab: 

 

Assign up to 50 skills to the new supervisor by selecting skills within the Skills assignment 

pane. See theAssignment Panes Interface on page 35 topic for assistance. 

Assigning Access Groups to the New Supervisor on the Access Groups Tab 

Assign access groups to the new supervisor under the Access Groups tab: 
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Assign access groups to the new supervisor by selecting any groups needed within the Access 

Groups assignment pane. See theAssignment Panes Interface on page 35 topic for 

assistance. 

Assigning Collections to the New Supervisor on the Collections Tab 

Assign collections to the new supervisor under the Collections tab: 
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Assign users or agents collections to the new supervisor by selecting any collections needed 

within the Users or Agents assignment panes. See theAssignment Panes Interface on page 35 

topic for assistance. 

Assigning Agent Teams to the New Supervisor on the Supervisors Tab 

Assign agent teams to the new supervisor under the Supervisors tab: 
 

 

 

In the Agent Teams assignment pane, select up to 20 agent teams that this supervisor 

manages. In the Primary Supervisor assignment pane, designate the agent teams for which 

they serve as the primary supervisor. 

Saving the New Supervisor 

Save the new supervisor by clicking the Save button, or Cancel the operation by clicking the 

Cancel button. 
 

Create New Non-Contact Center User 

To create a new non-contact center user, use the Add New Non-Contact User option from the 

Portal Users grid menu. This process allows you to define key non-contact user details, assign 

roles, and configure necessary settings to ensure proper access and functionality within the 

system. 

Adding a New Non-Contact User 

To create a new non-contact user, do the following: 

1. Access the grid menu 
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2. Select Add New Non-Contact User to create a new non-contact user. 
 

 

Configuring the User Info Tab 

Configure the settings and features under the User Info tab: 
 

Å Username ï Required field. Username used for the new non-contact center user to sign 

into Portal or other related contact center applications. The username must be unique 

and is limited to 20 characters. When signing in, the username is in the form of 

username@tenant-suffix, in which the username is the name used in the Username 

field. The tenant-suffix is three characters used to identify the organization or contact 

center. 

Å First Name ï Required field. New non-contact center user's first name. 

Å Last Name ï Required field. New non-contact center user's last name. 

Å Phone Number ï Required field. Non-business phone number used to contact the new 

non-contact center user. This field supports up to 15 digits and allows for entry of 

international phone numbers as well. 
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Å Password ï Required field. Enter a password to assign to the new non-contact center 

user. 

Å Email ï Optional field. Business email address assigned to the new non-contact center 

user. Webex CCE Administration Portal validates the email address entered across all 

tenants to ensure it is not currently in use. If the email address is currently in use by 

another user, an error message displays when trying to save the changes. 

Å User Type ï Drop-down menu for selecting the user type for the user. The available user 

types are: 

o Portal Administrator 

o Callback Administrator 

o Phone Administrator 

o Campaign Administrator 

o Route Control Administrator 

o Contact Flow Administrator 

o Route Control Manager 

o Contact Flow Developer 

o Standard User 

Å Site Search ï Required. Search field used for finding and selecting the new non-contact 

center user's site location. The site is usually the city, state, or the name of the non-

contact center user's physical location. 

Å Department Search ï Required. Search field used for finding and selecting the new non-

contact center user's department assignment. 

Å Billing Unit ï Required. Drop-down menu for selecting the new non-contact center user's 

billing unit. 

Å Profile ï Required. Drop-down menu for selecting a profile for the new non-contact center 

user. A profile is pre-selected by default. 

Å Assigned Role ï Required. Drop-down menu for selecting a new non-contact center 

user's role assignment. For additional details about roles, see . To learn more about 

roles and how they affect user access, see Features for Standard Portal Roles on 

page 815. 

Assigning Access Groups to the New Non-Contact Center User on the Access Groups Tab 

Assign access groups to the new non-contact center user under the Access Groups tab: 

NOTE: 

The Phone Number field is optional when using SSO and the AD service is set to 

read only. 
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Assign access groups to the new non-contact center user by selecting any groups needed 

within the Access Groups assignment pane. See the Assignment Panes Interface on page 35 

topic for assistance. 

Assigning Collections to the New Non-Contact Center User on the Collections Tab 

Assign collections to the new non-contact center user under the Collections tab: 

 

Assign users collections to the new non-contact center user by selecting any collections 
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needed within the Users assignment pane. See theAssignment Panes Interface on page 35 

topic for assistance. 

Saving the New Non-Contact Center User 

Save the new non-contact center user by clicking the Save button, or Cancel the operation by 

clicking the Cancel button. 
 

Clone a New Agent User 

Webex CCE Administration Portal simplifies the process of creating a new agent user with the 

use of the Clone User function found on the Users page. Using this function to create an agent 

allows the cloned agent's settings to copy over to the new agent. This saves a lot of time, as 

the copied settings do not require manual entry or configuration. 

Copied settings include the following: 

Å Skill assignments 

Å Collection assignments 

Å Precision queues attributes and attribute values 

Creating a New Agent Using Clone User 

Create a new agent by completing the following steps: 

1. On the Users page, locate an existing agent user whose settings align with 

those needed for the new agent. 

 
 
 
 

 

2. Click the Clone User task icon located on the same row of the agent to clone. 

This opens the Clone User dialog box. 
 

 
3. Under the User Info tab, complete the fields with the following information: 

Having trouble finding a specific agent user? 

To distinguish between an agent and non-agent user on the Users page, look 

under the Agent ID column for each user. Only agents have an agent 

ID assigned. 

For assistance with using the search and filter features on the Users page to 

find a specific user, see Users Grid Features on page 54. 
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Å Username ï Required field. Username used for the new agent to sign 

into Portal or other related contact center applications. The username 

must be unique and is limited to 20 characters. When signing in, the 

username is in the form of username@tenant-suffix, in which the 

username is the name used in the Username field. The tenant-suffix is 

three characters used to identify the organization or contact center. 

Å First Name ï Required field. New agent's first name. 

Å Last Name ï Required field. New agent's last name. 
 

 

 

Å Agent ID ï Required field. New agent's ID. The new agent must have an 

agent ID for agent team assignment. 

Å Enterprise Name ï Required field. Name assigned to the new agent in 

Cisco Configuration Manager. 

NOTE: 

The Username, First Name, and Last Name fields for agents and supervisors 

support the use of the following ASCII characters: 

 
 
 
 

 
Due to a restriction in Active Directory, the Username field must also contain 

a combination of alphanumeric characters. It must also contain at least one 

alphabetic character. 

The last character of the Username field may not be a period (.). 
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Å Agent Description ï Optional field. Description of the agent used in 

Cisco Configuration Manager. 

Å Phone Number ï *Required field. Non-business phone number used to 

contact the new agent. This field supports up to 15 digits and allows for 

entry of international phone numbers as well. 

*This field is optional when using SSO and the AD service is set to 

read only. 

Å Password ï Optional field. Enter a password to assign to the new agent. 
 

 

 

Å Email ï Optional field. Business email address assigned to the new 

agent. Webex CCE Administration Portal validates the email address 

entered across all tenants to ensure it is not currently in use. If the 

email address is currently in use by another user, an error message 

displays when trying to save the changes. 

Å Agent State Trace ï Enable this feature to track every state change 

made by the agent. This feature is available for up to 100 agents total. 

Å Support Digital Channel ï Enable or disable the Support Digital 

Channel feature. This feature requires that UCCE 12.6.2 support is 

enabled for Portal. Contact your account manager to have this feature 

enabled. 

Å Site ï Required selection. Drop-down menu for selecting the new 

agent's site location. The site is usually the city, state, or the name of 

the agent's physical location. 

NOTE: 

The Enterprise Name is automatically generated based on the Last Name and First 

Name fields (LastName_FirstName). This field only supports the use of the under- 

score (_) and period (.) special characters with the following exceptions: 

If the first character of the Last Name field is any special character, it is 

removed when the Enterprise Name is generated. 

Any unsupported special characters are also removed when the Enterprise 

Name is generated, regardless of character position. 

If the first character of the First Name field is any supported special character, it 

remains when the Enterprise Name is generated. 

NOTE: 

If the Password field is left blank, a password is automatically generated for the user. 

The generated password is as follows: 

<First Character of First Name in Uppercase> + <First Character of Last 

Name in Lowercase> + <Phone Number> + !! 

An example generated password for an agent named Tim Smith, with the 

phone number 555-123-0001, would be: Ts5551230001!! 

If the first character of the First Name and Last Name fields contain any special char- 

acters, the password fails to automatically generate. In this case, enter the password 

manually. 

 

There is also an Active Directory policy in place that requires the password to con- 

tain at least one alphabetic character. 
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Å Department ï Required selection. Drop-down menu for selecting the 

new agent's department assignment. 

Å Billing Unit ï Required selection. Drop-down menu for selecting the new 

agent's billing unit. 

Å Profile ï Required selection. Drop-down menu for selecting a profile for 

the new agent. A profile is pre-selected by default. 

Å Assigned Role ï Required selection. Drop-down menu for selecting a 

new agent's role assignment. For additional details about roles, see . 

To learn more about roles and how they affect user access, see 

Features for Standard Portal Roles on page 815. 

Å Agent Team ï Drop-down menu for selecting the new agent's agent 

team. The same agent team assigned to the cloned agent stays 

selected, unless changed for the new agent. For additional information 

about agent teams, see Agent Teams on page 190. 

Å Agent Desk Settings ï Drop-down menu for selecting the new agent's 

desk settings. 

Å Create Verint QA User ï Allows for the user to be created in Verint QA. 

If set to YES the Verint QA tab is displayed alongside User Info and 

Collections. This option is only available for tenants with Verint 

QA enabled. 
Å Primary Phone ï Allows for the selection of an available business 

phone for the new user. To select a phone, click the Add Primary 

Phone icon ( ) to display a list of available phones. On the Select a 

Primary Phone dialog box, click the check-box next to the phone 

to assign it to the new agent. 

Å List of Services for Contact Center AI ï Enable any available Contact 

Center AI services by placing a check next to the options. 

o Call Transcript ï Select this option to enable the Call Transcript 

feature for the agent. 

o VAV Transcript ï Select this option to enable the Virtual 

Assistant Voice transcript feature for the agent. This feature 

requires that UCCE 12.6.2 support is enabled for Portal. 

Contact your account manager to have this feature enabled. 

o Agent Answers ï Select this option to enable the Agent 

Answers gadget on the Finesse Desktop Layout. 
 

4. Select the Collections tab to assign collections to the new agent. 

NOTE: 

If the Cisco Unified Communications (UC) feature is enabled in Portal, any sites cre- 

ated within UC for customer UC phones is reflected on this drop-down. Selecting a 

site helps UC to categorize users and resources. 

NOTE: 

Portal Administrator users may see a Clusters drop-down menu above the Select a 

Primary Phone section, allowing them to filter the phones by available Cisco Unified 

Communications Manager (CUCM) clusters. This menu only displays if multiple 

CUCM clusters are configured and available. 
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5. The Collections tab consists of two assignment panes: 

Å Users ï Lists all collections available for users. 

Å Agents ï Lists all collections available for agents. 
6. All collections are already selected by default. Place a check next each 

collection to associate with the new agent. Remove the check next to each 

collection to not have it associated with the new agent. Options to quickly 

select or deselect all collections are available above each list. 

Å Select All ï Selects all collections listed below. 

7. Complete the fields under the Vertin QA tab, if enabled. 

Å User Name ï Required field. User name to be entered and used for the 

new user within Verint QA. This field automatically imports the text 

entered in the Username field under the User Info tab. 

Å First Name ï Required field. First name of the user. This field 

automatically imports the text entered in the First Name field under the 

User Info tab. 

Å Last Name ï Required field. Last name of the user. This field 

automatically imports the text entered in the Last Name field under the 

User Info tab. 

Å Organization ï Drop-down menu used to select the new user's the 

organization. 

Å Is Supervisor? ï Specifies if the user is or is not a supervisor. 

Å Is Team Lead? ï Specifies if the user is or is not a team lead. 

Å Agent ID ï Required field. Agent ID assigned to the user. This field 

automatically imports the text entered in the Agent ID field under the 

User Info tab. 

Å Employee Title ï Drop-down menu used to select the new user's title. 

Å Supervisor ï Drop-down menu used to select the new user's supervisor. 

Å Team Lead ï Drop-down menu used to select the new user's team lead. 

8. When finished with selecting and deselecting collections for the new agent, 

click the Clone button. The new agent now displays on the Users page. Cancel 
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the creation of a new agent at any time by clicking the Cancel button. 
 

Upon clicking the Clone button, Webex CCE Administration Portal automatically creates a 

default password for the new agent and sends an email notification for their new account. The 

agent must initially sign in using this default password. 
 

After signing in with the default password, Webex CCE Administration Portal will require the 

agent to change their password. When the agent has changed their password, it can then be 

used to sign into other applications that share the username and password, such as Jabber. 

 

Clone a New Non-Agent User 

This topic covers the process of creating a new non-agent user, using the Clone User function 

found on the Users page. Using this function to create a user allows the cloned user's settings 

to copy over to the new user. This saves a lot of time, as the copied settings do not require 

manual entry or configuration. 

Copied settings include: 

Å Collection assignments 

Creating a New User Using Clone User 

Create a new contact center user by completing the following steps: 

1. On the Users page, locate an existing user whose settings align with those 

needed for the new user. 
 

2. Click the Clone User task icon located on the same row of the user to clone. 

This opens the Clone User dialog box. 
 

 
3. Under the User Info tab, complete the following fields: 

NOTE: 

The default password will be a combination of the following: 

First Name Initial (upper case) + Last Name Initial (lower case) + Phone Num- 

ber + !! 

For example, an agent named Jane Doe with the phone number 555-555-1234 will 

have a default password of "Jd5555551234!!". 

 

Having trouble finding a specific non-agent user? 

To distinguish between an agent and non-agent user on the Users page, look 

under the Agent ID column for each user. A non-agent user does not have an 

agent ID assigned. 

For assistance with using the search and filter features on the Users page to 

find a specific user, see Users Grid Features on page 54. 
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Å Username ï Required field. Username used for the user to sign into 

Portal or other related contact center applications. The username must 

be unique and is limited to 20 characters. When signing in, the 

username is in the form of username@tenant-suffix, in which the 

username is the name used in the Username field. The tenant-suffix is 

three characters used to identify the organization or contact 

center. 

Å First Name ï Required field. New user's first name. 

Å Last Name ï Required field. New user's last name. 

Å Phone Number ï *Required field. Non-business phone number used to 

contact the new user. This field supports up to 15 digits allows for entry 

of international phone numbers as well. 

*This field is optional when using SSO and the AD service is set to 

read only. 

Å Password ï Optional field. Enter a password to assign to the new agent. 

Å Email ï Optional field. Business email address assigned to the new 

user. If the email address is currently in use by another user, an error 

message displays when trying to save the changes. 

Å Site ï Required selection. Drop-down menu for selecting the new user's 

site location. The site is usually the city, state, or the name of the user's 

physical location. 
 

Å Department ï Required selection. Drop-down menu for selecting the 

new user's department assignment. 

Å Billing Unit ï Required selection. Drop-down menu for selecting the new 

user's billing unit. 

Å Profile ï Required selection. - Drop-down menu for selecting a profile 

for the new user. A profile is pre-selected by default. 

Å Assigned Role ï Required selection. Drop-down menu for selecting a 

new user's role assignment. For additional details about roles, see . To 

learn more about roles and how they affect user access, see Features 

for Standard Portal Roles on page 815. 

Å Primary Phone ï Allows for the selection of an available business 

phone for the new user. To select a phone, click the Add Primary 

NOTE: 

If the Cisco Unified Communications (UC) feature is enabled in Portal, any sites cre- 

ated within UC for customer UC phones is reflected on this drop-down. Selecting a 

site helps UC to categorize users and resources. 
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Phone icon ( ) to display a list of available phones. On the Select 

a Primary Phone dialog box, click the check-box next to the phone to 

assign it to the new user. 
 

4. Select the Collections tab to assign collections to the new user. 

5. The Collections tab consists of two assignment panes: 
Å Users ï Lists all collections available for users. 

Å Agents ï Lists all collections available for agents. 

6. All collections are already selected by default. Place a check next to each 

collection to associate with the new user. Remove the check next to each 

collection to not have it associated with the new user. Options to quickly select 

or deselect all collections are available above each list. 

Å Select All ï Adds a check to all collections listed below. 

7. When finished with selecting and deselecting collections for the new user, click 

the Clone button. The new user now displays on the Users page. Cancel the 

creation of a new user at any time by clicking the Cancel button. 
 

Upon clicking the Clone button, Webex CCE Administration Portal automatically creates a 

default password for the new user and sends an email notification for their new account. The 

user must initially sign in using this default password. 
 

After signing in with the default password, Webex CCE Administration Portal will require the 

user to change their password. When the user has changed their password, it can then be 

used to sign into other applications that share the username and password, such as Jabber. 

Cloning Restrictions 

Access control restrictions are in place to protect Program Owner users. These restrictions 

prevent all other users from viewing any information associated with the Program Owner. They 

also prevent other Program Owners, as well internal Cisco users from cloning existing 

Program Owner users. 

Restrictions for Non-Program Owner Users While Signed In: 

Å Program Owner users do not display for non-Program Owner users. 

Å Administrative Access Groups do not display for non-Program Owner users. 

Restrictions for Access Groups: 

Å While editing access groups for non-Program Owner users, Program Owner users 

cannot add administrative groups. 

NOTE: 

Portal Administrator users may see a Clusters drop-down menu above the Select a 

Primary Phone section, allowing them to filter the phones by available Cisco Unified 

Communications Manager (CUCM) clusters. This menu only displays if multiple 

CUCM clusters are configured and available. 

NOTE: 

The default password will be a combination of the following: 

First Name Initial (upper case) + Last Name Initial (lower case) + Phone Num- 

ber + !! 

For example, a user named Jane Doe with the phone number 555-555-1234 will 

have a default password of "Jd5555551234!!". 
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Å While editing users for administrative access groups, non-Program Owner users 

cannot add to or modify any administrative access group. 

Manage Supervisor Agent Team Assignments 

Assign a supervisor to agent teams directly from the Users grid in Portal. 

Assigning Agent Teams to a Supervisor 

1. Locate the supervisor you want to manage agent team assignments for. 

2. Click the Manage Supervisor Teams icon located on the same row. 
 

 
3. Locate and select up to 20 agent teams to assign to the supervisor within the Agent 

Teams assignment pane. 
 

Choosing Primary Supervisor Assignments 

After selecting the agent team assignments, you can also choose which teams the supervisor 

is primary supervisor for within the Primary Supervisor assignment pane. 
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Saving the Supervisor Team Assignments 

Save any changes to the supervisor's agent team assignments by clicking the Save button, or 

click the Cancel button to cancel the operation. 
 

Reset User Password 

The need to reset a user's Portal password can occur for one or more of the following reasons: 

Å User's password expired 

Å User suspects another user is using their account credentials 

Å Suspicious activity occurring from a user's account 

Å Unauthorized access detected 
 

 

Resetting a User's Portal Password 

Reset a user's password by doing the following: 

1. On the Users page, locate the user needing their password reset. For assistance with 

locating a user, see Users Grid Features on page 54. 

2. Click the Reset Password icon located on the same row as the user. 

NOTES: 

Only a supervisor, manager, or administrator has the proper access rights to 

change a user's password. 

After resetting a user's password, the user receives an email notification 

about their password change. 

If a user-defined role has the Password Reset feature enabled, the following 

options can be activated independently: 

o 

 

o 

Reset Portal 'User' password 

Reset 'Agent ICM' password 
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3. On the Reset Password dialog box, choose one of the following three methods for 

resetting a user's password: 

Use the Suggested Password 

Select the Use suggested password option. Webex CCE Administration Portal automatically 

generates a suggested password. Click the Reset button to reset the password to the 

suggested password. You can then provide this password to the user, as they will need it for 

their next sign in. 
 

 
 

Manually Create a New Password 

Select the Enter a new password manually option. Enter the new password into the New 

Password field, and then enter it again into the Confirm new password field. 
 

 

 

Click the Reset button to save the new password. 

NOTE: 

Text under the Password requirements section changes colors to indicate whether 

the password meets the requirements or not. Be sure the password meets the 

requirements listed under the Password requirements section. Green text means 

the requirement passed, and red text means the requirement failed. At least three 

of the requirements must pass. 
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Require User to Change Password at Next Sign-in 

A. Toggle the slider next to Change password at next login to YES. 

B. Click the Reset button to reset the user's password. 
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Resetting an Agent User's ICM Password 

Reset a user's ICM password by doing the following: 

Match User Password 

Reset the ICM password to match the user password. 

A. Select the Agent ICM tab. 

B. Enable the Reset Password in ICM option by sliding to the ON position. 

C. Select the Match User password option. 

D. Click the Reset button to save the password. 
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Enter a New ICM Password 

Reset the ICM password. 

A. Select the Agent ICM tab. 

B. Enable the Reset Password in ICM option by sliding to the ON position. 

C. Select the Enter a new password manually option.. 

D. Enter the new password into the New Password field, and then enter it again 

into the Confirm new password field. Be sure the password meets the 

requirements listed under the Password requirements section. Text under the 

Password requirements section changes colors to indicate whether the 

password meets the requirements or not. Green text means the requirement 

passed, and red text means the requirement failed. 

E. Click the Reset button to save the new password. 
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Edit Agent or Non-Agent User Information 

Both agent and non-agent user's information changes frequently within a contact center, and 

needs updated. This includes information, such as: 

Å Phone number 

Å E-mail address 

Å Promotions (user promoted to supervisor) 

Å Department 

Å Assigned role 

When an agent or non-agent user's information needs updated or changed, it is done from the 

Users page in Portal. 
 

Editing an Agent or Non-Agent User 

Edit an agent or non-agent user by doing the following: 

1. On the Users page, locate the agent or non-agent user whose information needs edited. 

NOTE: 

Changes made to a user or agent through Portal synchronizes with Cisco Intelligent 

Contact Management (ICM). If user or agent information is changed through ICM, 

the changes do not synchronize with Portal. 
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2. Click the Edit User task icon located on the same row of the user or agent to edit. This 

opens the Edit User dialog box. 
 

 
3. On the Edit User dialog box, update any of the following fields as needed: 

 

Å Username ï Username used by the user to sign into Webex CCE Administration Portal. 

The username must be unique and is limited to 20 characters. When signing in, the 

username is in the form of username@tenant-suffix (e.g.: tpoole@ACM), in which the 

username is the name used in the Username field. The tenant-suffix is three characters 

used to identify the organization or contact center. 

Å First Name ï Field for changing the user's first name. 

Å Last Name ï Field for changing the user's last name. 
 

 

Having trouble finding a specific agent or non-agent user? 

To distinguish between an agent and non-agent user on the Users page, look 

under the Agent ID column for each user. Only agents have an agent 

ID assigned, while non-agent users do not. 

For assistance with using the search and filter features on the Users page to 

find a specific user, see Users Grid Features on page 54. 

NOTE: 

The Username, First Name, and Last Name fields for agents and supervisors 

support the use of the following ASCII characters: 
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Å Phone Number ï Field for changing the non-business phone number used to contact the 

user. This field supports up to 15 digits allows for entry of international phone numbers 

as well. 

Å Email - Field for changing business email address assigned to the user. Changing this 

field also sends an email notification to the user. Webex CCE Administration Portal 

validates the email address entered across all tenants to ensure it is not currently in 

use. If the email address is currently in use by another user, an error message 

displays when trying to save the changes. 

Å Agent ID ï Agent users only. Field for changing the agent's ID. The agent must have an 

agent ID for agent team assignment. 

Å Enterprise Name ï Agent users only. Field for changing the name assigned to the agent 

in Cisco Configuration Manager. 
 

Å Agent Description ï Agent users only. Optional. Field for changing the description of the 

agent used in Cisco Configuration Manager. 

Å Person Description ï Enter a description of the person in this field, if needed. 

Å Agent State Trace ï Enable this feature to track every state change made by the agent. 

This feature is available for up to 100 agents total. 

Å Support Digital Channel ï Enable or disable the Support Digital Channel feature. This 

feature requires that UCCE 12.6.2 support is enabled for Portal. Contact your account 

manager to have this feature enabled. 

Å Site ï Drop-down menu for changing the user's site location. The site is usually the city, 

state, or the name of the agent's physical location. 
 

Å Department ï Drop-down menu for changing the user's department assignment. 

Å Billing Unit ï Drop-down menu for changing the user's billing unit. 

Å Profile ï Required selection. Drop-down menu for selecting a profile for the user. A 

profile is pre-selected by default. 
Å Assigned Role ï Drop-down menu for changing a user's role assignment. For additional 

details about roles, see . To learn more about roles and how they affect user access, 

see Features for Standard Portal Roles on page 815. 

Å User Type ï Drop-down menu for selecting the user type for the user. The available user 

types are: 

o Portal Administrator 

o Callback Administrator 

 
 
 
 

 
Due to a restriction in Active Directory, the Username field must also contain 

a combination of alphanumeric characters. It must also contain at least one 

alphabetic character. 

The last character of the Username field may not be a period (.). 

NOTE: 

This field supports the use of the underscore (_) and period (.) special characters, 

but they cannot be the first character used. 

NOTE: 

If the Cisco Unified Communications (UC) feature is enabled in Portal, any sites cre- 

ated within UC for customer UC phones is reflected on this drop-down. Selecting a 

site helps UC to categorize users and resources. 
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o Phone Administrator 

o Campaign Administrator 

o Route Control Administrator 

o Contact Flow Administrator 

o Route Control Manager 

o Contact Flow Developer 

o Standard User 

Å Voicemail ï Toggle switch for provisioning voicemail to the user. With YES toggled, the 

Phone Line and User Template options become available for the mailbox configuration. 
 

Å Phone Line ï Drop-down menu for changing the phone line assigned to the user's 

voicemail. 

Å User Templates ï Drop-down menu for changing the template to use for the user's 

voicemail. 

Other Information 

Fields found under the Contact Center tab: 

Å Contact Center User ï Drop-down menu for changing the type of Contact Center User 

the user or agent is. 

Å SSO Enable User ï Organizations with ICM SSO Hybrid mode enabled will see the 

SSO Enabled User option. This option is for informational purposes only and cannot be 

changed. 

Å Agent Desk Settings ï Agent users only. Drop-down menu for changing the agent's desk 

settings. 

Å Platform ï Drop-down menu for changing the platform used by the user. 

Å Team ï Drop-down menu for changing a user's team assignment. 

Å Agent Answers ï Select this option to enable the Agent Answers gadget on the Finesse 

Desktop Layout. 

Å Call Transcript ï Select this option to enable the Call Transcript feature for the agent. 

Å VAV Transcript ï Select this option to enable the Virtual Assistant Voice transcript 

feature for the agent. This feature requires that UCCE 12.6.2 support is enabled for 

Portal. Contact your account manager to have this feature enabled. 
Å Create Verint QA User ï Allows you to add the user to Verint QA. Sliding this option to 

the YES position reveals the Verint QA tab, which is used to edit the user's Verint 

details. 

Agent ID 

Å Agent ID ï Agent users only. Change an agent's agent ID. To edit the Agent ID field, 

click the Edit icon ( ). 

NOTE: 

Sliding the Voicemail toggle switch from YES to NO will delete the associated mail- 

box and all messages contained within. 
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Verint QA 

Å Username ï Username for the user within Verint QA. 

Å Employee Title ï Job title of the employee within Verint QA. 

Å Is Supervisor? ï Indicates if the user is a supervisor. 

Å Agent ID ï Agent ID used within Verint QA. 

Å Supervisor ï Specifies the user's supervisor within Verint QA. 

Å Is Team Lead? ï Indicates if the user is a team lead. 

Å Organization ï Specifies the user's organization within Verint QA. 

Å Team Lead ï Specifies the user's team lead within Verint QA. 

Save Changes 

After making changes to the user's information, click the Save button to finish and save the 

changes. Cancel editing of the user at any time by clicking the Cancel button. 
 

 

Activate or Deactivate a User 

As contact center employees leave, join, or re-join the organization, users will need activated 

or deactivated in Webex CCE Administration Portal. For example, if an employee leaves the 

organization, or goes on a temporary leave, deactivate the user. A deactivated user can no 

longer access Portal and/or Agent Desktop. When the employee returns from leave or decides 

to re-join the organization, activate the user. Doing this resumes their access to Webex CCE 

 
Administration Portal and/or Agent Desktop. Also, when a new employee joins the 

organization, the user may need activated on their start date. This topic covers how to activate 

and deactivate both agent and non-agent users from the Users page. 

Deactivating a User 

To deactivate a user: 

1. On the Users page, locate the user to deactivate. 

NOTE: 

After clicking the Edit icon, a dialog box displays for confirmation. Click OK to pro- 

ceed or Cancel to stop. 

NOTE: 

After clicking the Save button, the user receives an email notification if their email 

address changed during the Edit User process. 
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2. Click the Deactivate User task icon located on the same row of the user or 

agent to deactivate. This opens the Access for dialog box. 
 

 
3. Choose the options to disable for the user: 

Å To disable the user's access to Portal, set the Enable Portal Login toggle 

switch to NO. 

Å To disable the user's access to Agent Desktop, set the Enable Agent Desktop 

Login toggle switch to NO. 
 

 
4. After choosing options to disable, save changes by clicking the Save button. 

Otherwise, click the Cancel button to cancel the operation at any time. 

The user is now deactivated as indicated by the empty red check box that replaced the 

Deactivate User icon. 
 

 

 

Activating a User 

To activate a user: 

1. On the Users page, locate the user to activate. 
 

2. Click the Activate User task icon located on the same row of the user or agent to 

activate. This opens the Access for dialog box. 

 

 
3. Choose the options to enable for the user: 

Å To enable the user's access to Webex CCE Administration Portal, set the 

Enable Portal Login toggle switch to YES. 

Å To enable the user's access to Agent Desktop, set the Enable Agent Desktop 

Login toggle switch to YES. 
 

 
4. After choosing options to enable, save changes by clicking the Save button. 

Having trouble finding a specific agent or non-agent user? 

To distinguish between an agent and non-agent user on the Users page, look 

under the Agent ID column for each user. Only agents have an agent 

ID assigned, while non-agent users do not. 

For assistance with using the search and filter features on the Users page to 

find a specific user, see Users Grid Features on page 54. 

Having trouble finding a specific agent or non-agent user? 

To distinguish between an agent and non-agent user on the Users page, look 

under the Agent ID column for each user. Only agents have an agent 

ID assigned, while non-agent users do not. 

For assistance with using the search and filter features on the Users page to 

find a specific user, see Users Grid Features on page 54. 
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Otherwise, click the Cancel button to cancel the operation at any time. 

The user is now activated as indicated by the green check box that replaced the Activate User 

icon. 
 

 
ƴ Users Grid Features on page 54 

ƴ Clone a New Agent User on page 77 

ƴ Clone a New Non-Agent User on page 83 

ƴ Reset User Password on page 87 

 

Assign or Unassign Skills for an Agent from the Users Grid 

During times of high call volume or other needs, redistributing calls among agents may be 

necessary. This allows for additional agents to assist with specific call types outside of their 

normal skills. This topic covers how to assign or unassign skills for an agent from the Users 

grid. 

Accessing Agent Skill Assignment 

To access skill assignment from the Users grid: 

1. Locate the agent needing skills assigned or unassigned from the Users grid. 
 

2. Click the +/- Skills task icon located on the same row of the agent. This opens the Skill 

to Agent assignment pane page. 
 

 

 

Understanding the Skill to Agent Interface 

When assigning or unassigning skills for an agent from the Users page, the Skill to Agent page 

opens. The interface differs from the normal Skill to Agent feature when accessed from the 

Webex CCE Administration Portal navigation menu. In this interface, only the agent name from 

the Users grid displays in the Assignee Pane, as opposed to a list of selectable agents. 

Å Assignee - Displays the name of the agent having skills assigned or 

unassigned. 

Å Assigned Skills - Lists all skills currently assigned to the agent. 

Å Available Skills - Lists all skills currently available for assigning to the agent. 
 

Assigning Skills to an Agent 

Having trouble finding a specific agent user? 

To distinguish between an agent and non-agent user on the Users page, look 

under the Agent ID column for each user. Only agents have an agent 

ID assigned. 

For assistance with using the search and filter features on the Users page to 

find a specific user, see Users Grid Features on page 54. 

NOTE: 

The +/- Skills task icon is only available for agent users. 

NOTE: 

To learn more about using the Skill to Agent assignment panes, see Assignment 

Panes Interface on page 35. 
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To assign skills for an agent, do the following in the Available Skills pane: 

1. Click to select each skill you want to assign to the user within the Available Skills pane. 

To quickly select all available skills for assignment, click Select All. 
 

2. Click the Assign button to move selected skill(s) to the Assigned Skills pane. 
 

 

3. Click the Save button to save the newly assigned skills, or click the Cancel 

button to cancel the operation. 
 

 

Unassigning Skills from an Agent 

To unassign skills for an agent, do the following in the Assigned Skills pane: 

1. Click to select each skill you want to unassign in the Assigned Skills pane. To quickly 

select all assigned skills for removal, click Select All. 
 

2. Click the Unassign button to move selected skills to the Available Skills pane. 
 

 

 

3. Click the Save button to save the newly unassigned skills, or click the Cancel 

button to cancel the operation. 
 

Delete a User 

If a user within Webex CCE Administration Portal is no longer in use or is no longer needed, it 

can be deleted. 
 

Deleting a User 

Delete a user by doing the following: 

NOTES: 

The selected skills now display at the top of the Assigned Skills pane. The 

green highlighting indicates any skills recently assigned, but not yet saved. 

A maximum of 50 skills can be assigned to each agent. 

NOTE: 

The selected skills now display at the top of the Available Skills pane. The red 

highlighting indicates any skills recently unassigned, but not yet saved. 

REQUIREMENTS: 

To delete a user, you must have one of the following roles assigned: 

Portal Owner 

Administrator 
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1. Locate the user to delete on the Users page. 

2. Click the Delete User icon located on the same row of the user. 
 

 

3. Confirm the deletion of the user by clicking the Delete button, or click the Cancel button 

to cancel the operation. 
 

 

Audit a User 

On the Users grid, an Audit User feature is available for all users. Audit allows for viewing and 

tracking any changes made to a user and displays the history of any changes made based on 

the following: 

Å Access group assignment 

Å Agent team assignment 

Å Attribute assignment 

Å Clone user 

Å Collection assignment 

Å Force agent logout from computer telephony interface (CTI) 

Å User information 

Å Phone assignment 

Å Skill assignment 

Å Skill schedule assignment 

Accessing Audit User 

Access Audit User by doing the following: 

1. Locate the user to audit on the Users grid. 
 

NOTE: 

Please use caution when deleting a user as it may have potentially negative rami- 

fications. Deleting a user can also remove the user from the following: 

Other connected systems and reporting tools 

History and reporting trails for the user's activities 

However, the deleted user's audit history is still maintained within Skills, Agent 

Teams, and other tools within Webex CCE Administration Portal, including System 

Wide Audit. The maintained audit history reflects the user that completed the user 

deletion. 

Having trouble finding a specific agent or non-agent user? 

To distinguish between an agent and non-agent user on the Users page, look 

under the Agent ID column for each user. Only agents have an agent 

ID assigned, while non-agent users do not. 

For assistance with using the search and filter features on the Users page to 

find a specific user, see Users Grid Features on page 54. 
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2. Click the Audit User task icon located on the same row of the user. 
 

 

Using the Audit Feature 

For more information about understanding and using the audit user interface, see Using the 

Audit Interface on page 42. 

Filtering Search by Audit Types 

Before performing the audit search, select the type of audit to filter the results by. The Audit 

User feature has the following audit type filters available: 

 

 

Å All ï Displays results for all audit change types. 

Å User/Changed by ï Displays only audit results for user information changes 

made by another user. 

Å Skill ï Displays only audit results for skill assignment changes. 

Å Agent Teams ï Displays only audit results for agent team assignment changes. 

Å Group ï Displays only audit results for access group assignment changes. 

Å Schedule ï Displays only audit results for skill schedule changes. 

Å Phone ï Displays only audit results for phone assignment changes. 

Å Attributes ï Displays only audit results for attribute assignment changes. 

Å Collections ï Displays only audit results for collection assignment changes. 

Audit Results 

The following are changes frequently displayed in Audit User results: 

Å <User First Name> <User Last Name> logged in. 
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Å <User First Name> <User Last Name> logged out. 

Å <User First Name> <User Last Name> deleted the user <Username>. 

Å <User First Name> <User Last Name> added the access group <Access Group 

Name>. 

Å <User First Name> <User Last Name> removed the access group <Access 

Group Name>. 

Å <User First Name> <User Last Name> added the role <Role Name>. 
Å <User First Name> <User Last Name> removed the role <Role Name>. 

Å <User First Name> <User Last Name> activated the user <User First Name> 

<User Last Name> in Portal. 

Å <User First Name> <User Last Name> activated the user <User First Name> 

<User Last Name> in ICM. 

Å <User First Name> <User Last Name> deactivated the user <User First Name> 

<User Last Name> in Portal. 

Å <User First Name> <User Last Name> deactivated the user <User First Name> 

<User Last Name> in ICM. 

Å <User First Name> <User Last Name> updated user <User First Name> <User 

Last Name>. 

Å <User First Name> <User Last Name> added the agent team <Agent Team 

Name>. 

Å <User First Name> <User Last Name> removed the agent team <Agent Team 

Name>. 

Å <User First Name> <User Last Name> added the skill <Skill Name>. 

Å <User First Name> <User Last Name> removed the skill <Skill Name>. 

Å Service added the skill <Skill Name> through schedule <Schedule Name>. 

Å Service removed the skill <Skill Name> through schedule <Schedule Name>. 

Å Service did not the remove skill <Skill Name> through schedule <Schedule 

Name>. 

Å <User First Name> <User Last Name> cloned the user <User First Name> 

<User Last Name>. 

Å <User First Name> <User Last Name> cloned a new user. New user 

confirmation sent to the user <User First Name> <User Last Name>. 

Å <User First Name> <User Last Name> forced logout the user <User First 

Name> <User Last Name>. 

Edit User Access Groups 

Access Groups control a user's access to objects contained in the assigned groups. Over time, 

and as needs change, users may need assigned to or removed from Access Groups. This 

topic covers how to edit Access Groups for a user. 

Accessing Edit Access Groups for a User 

Access a user's Access Groups by doing the following: 

1. On the Users page, locate the user needing Access Groups edited. 
 

2. Click the Edit Access Groups task icon located on the same row of the user. 

Having trouble finding a specific agent or non-agent user? 

To distinguish between an agent and non-agent user on the Users page, look 

under the Agent ID column for each user. Only agents have an agent 

ID assigned, while non-agent users do not. 

For assistance with using the search and filter features on the Users page to 

find a specific user, see Users Grid Features on page 54. 
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This opens the Edit Groups for User dialog. 

 

Understanding the Edit Groups Interface 

When editing access groups, the Edit Groups dialog opens. It consists of the following panes: 

Assigned Groups - Lists all groups currently assigned to the user. 

Available Groups - Lists all groups available for assigning to a user. 
 

Assigning Access Groups to a User 

To assign groups to a user, do the following in the Available Groups pane: 

1. Click to select each group you want to assign to the user. To quickly select all 

available groups for assignment, click Select All. 
 

2. Click the Assign button to move selected group or groups to the Assigned 

Groups Pane. 
 

 

3. Click the Save button to save the newly assigned groups. Otherwise, click the 

Cancel button to cancel the operation. 
 

 

Unassigning Access Groups from a User 

To unassign groups for a user, do the following in the Assigned Groups pane: 

1. Click to select each group you want to remove for the user. To quickly select all 

assigned groups for removal, click the Select All checkbox. 
 

2. Click the Unassign button to move selected groups to the Available Groups 

Pane. 
 

 
3. Click the Save button to save the newly unassigned groups. Otherwise, click 

the Cancel button to cancel the operation. 

NOTE: 

To learn more about using the Skill to Agent assignment panes, see Assignment 

Panes Interface on page 35. 

NOTE: 

The selected groups now display at the top of the Assigned Groups Pane. The green 

highlighting indicates any groups recently assigned, but not yet saved. 

NOTE: 

The selected groups now display at the top of the Available Groups Pane. The red 

highlighting indicates any groups recently unassigned, but not yet saved. 
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View Access Summary for a User 

Users and agents are often assigned to a varying number of groups or collections, making it 

difficult to track the assignments on an individual level. To simplify this process, the Users tool 

has a feature called Access Summary which provides a quick way to view all the group and 

collection assignments. The feature also allows you to export the data for better viewing 

efficiency for users with multiple assignments. 

Viewing  a User's Access Summary  

To view the Access Summary dialog for a user, do the following: 

1. Locate the user that you want to view group or collection assignments for. 

2. Click the Access Summary task icon located on the same row of the user. This opens 

the Access Summary dialog box for the selected user. 
 

Using  the Access Summary  

The Access Summary dialog consists of two panes, the Access Groups pane and the 

Collections pane. 
 

Access Groups Pane 

Displays a list of groups the user is associated with. These groups can be expanded to reveal 

the associated collections, or collapsed to hide the collections. 

 
 

 

Search Search field used to filter 

the list of access groups 

and their associated 

collections displayed 

within the Access 

Groups pane. Enter text 

in this field to quickly find 

a specific access group 

or collection. 
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 Export Summary Clicking this icon allows 

you to export the Access 

Summary data in a CSV 

(Comma Separated 

Value) spreadsheet 

format. See Exporting the 

Access Summary Data 

below to learn more. 

 

 

Expand All Expands all available 

groups to reveal their 

assigned collections. 

 

 

Collapse All Collapses all available 

groups to hide their 

assigned collections. 

 

 Expand Click to expand the 

access group and show 

its associated collections. 

 

 Collapse Click to collapse the 

access group and hide its 

associated collections. 

Collections Pane 

Displays a list of objects associated with the selected collection in the Access Groups pane. 

Exporting the  Access Summary Data 

Exporting the Access Summary data in CSV format provides a full view for multiple group 

and collection assignments. Once exported, you can open and view the file in a spreadsheet 

program such as Microsoft Excel. To export the Access Summary data, do the following: 

1. Click the Export Summary icon located next to the search field. 

2. Choose one of the following options when the browser download window displays, 

and click the OK button: 

Å Open with - Opens the file with the application selected, immediately after 

downloading. 
Å Save File - Downloads and saves the file to the computer's Downloads folder. 

 

3. Open the exported file to view the Access Summary details. 

Unlock a User Session 

Some organizations limit the number of multiple concurrent Portal sessions each user can sign 

into. When this limit is reached, the user is unable to sign in. To allow the user to sign into 

Portal again, their session must be unlocked. 

Unlocking a User Session 

Unlock a user session by doing the following: 

NOTE: 

This step may vary depending on the web browser used, as each have a different 

download interface/process. Some web browsers may only prompt the you to pick 

a location to save the file, while others may default to saving the file to your local 

Downloads folder. 
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1. Locate the user needing their session unlocked on the Users page. 

2. Click the Unlock User Session icon located on the same row of the user. 
 

 
3. Confirm unlocking the user session by clicking the Unlock button, or click the Cancel 

button to cancel the operation. 
 

Force an Agent to Log Out of CTI 

Portal administrators and supervisors can use the Force Agent Logout feature to force agents 

to log out of their computer telephony interface (CTI). Follow the steps below to learn how. 

Forcing an Agent to Log Out of CTI 

1. Locate the agent that you need to force to log out on the Users page. 

2. Click the Force Agent Logout icon located on the same row of the agent. 
 

 
3. View the details displayed for the agent on the Force Agent Logout User dialog. 

4. Confirm that you want to force the agent to log out by clicking the Force Agent Logout 

button, or click the Cancel button to cancel the operation. 
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Enable or Disable Contact Center AI Services for Agents and 
Supervisors 

Contact center AI services, such as Agent Answers and Call Transcript, can be enabled or 

disabled for agents and supervisors within the Users page. 

1. Select the agents and/or supervisors needing AI services enabled or disabled. 
 

2. Access the Grid Menu and select the Contact Center AI Service Enablement option. 
 

3. Place a check next to each AI service to enable for the selected users under the List of 

Services for Contact Center AI. 

 

 

4. Click the Save button to save any changes, or click the Cancel button to cancel the 

operation. 
 

 
 

 

NOTE: 

The Contact Center AI Service Enablement option does not display on the menu if 

the feature is disabled, or if you do not have at least one agent/supervisor selected 

within the Users grid. Contact your Account Manager to have this feature enabled. 



© 2025 Cisco and/or its affiliates. All rights reserved. 98 

 

 

Cisco Confidential 

 
 

 

Skills 
 

The Skills tool allows the contact center to assign skills to agents, giving them the ability to 

receive calls based on the agent's defined skills. It also allows for multiple skill assignments to 

each agent for better management of the various call types or call volumes. Based on the 

contact center's needs, supervisors can use the Skills tool to quickly update agent skill 

associations. 

With this tool, a contact center can perform the following tasks: 

Å Add new skills 

Å Update a skill name and description 

Å View skills currently assigned, not assigned, or available to agents 

Å Assign skills or remove skill assignments from agents 

Å View agents currently assigned, not assigned, or available to a skill 

Å Assign or remove agents from skills 

Å Perform skill audits 

 

Accessing the Skills Page ï Method 1 

Select Skills from the Portal navigation menu. 
 
 
 
 
 
 
 

 
 

 
 
 
 
 
 

CHAPTER 6 
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Clicking on the Skills menu also reveals the following additional features: 

Å Agent to Skill ï Access this feature to focus only on assigning or removing agents for 

specific skills. For more information about using Agent to Skill, see Using the Agent to 

Skill Feature on page 122. 

Å Skill to Agent ï Access this feature to focus only on assigning or removing skills for 

specific agents. For more information about using Skill to Agent, see Using the Skill to 

Agent Feature on page 127. 

Å Schedules ï Used to create schedules that automatically assign, replace, and remove 

skills for agents based on a set date and time. For more information about using 

Schedules, see Schedules on page 146. 

Å Precision Queues ï Allows for the management of Precision Queues defined for the 

contact center at the initial deployment of Portal. For more information about Precision 

Queues, see Precision Queues on page 133. 

Å Attributes Assignment ï Access this feature to assign or remove attributes to an agent. 

For more information see Attributes Assignment Features on page 143. 

Accessing the Skills Page ï Method 2 

Select the Skills shortcut from the Launchpad page, if available. 
 

Additional Skills Tool Topics 

Listed below are additional topics related to the Skills tool: 

 
Å Skills Features below 

Å Add a New Skill on page 114 

Å Edit a Skill on page 117 
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Å Assign or Unassign Agents for a Skill from the Skills Grid on page 118 

Å Using the Agent to Skill Feature on page 122 

Å Using the Skill to Agent Feature on page 127 

Å Audit a Skill on page 132 

Skills Features 

The Skills grid displays a list of all skills currently available. From this grid, users can: 

Å View all skills and descriptions 

Å Filter and search for skills 

Å Add new skills 

Å Edit skills 

Å Export skill data 

Å Audit skills 

Using the Skills Grid Features 

 

 

Using the Grid Menu for Skills 

The grid menu provides the following additional controls and features below: 

NOTES: 

The default Cisco ICM skill groups are not displayed in Portal. 
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Å Add New Skill ï Opens the Create Skill dialog allowing you to create a new skill. (For 

additional information about creating a new skill, see Add a New Skill on the next page.) 

Å Export Skill Membership By Agent ï Generate and download a report containing details 

of agents assigned to each skill. (For additional information about exporting skill 

membership by agent, see Export Skill Membership by Agents on page 116.) 

Å Clear all sorting ï Clears all sorting used on the Skills grid. 

Å Show My View- Shows your previously saved view. 

Å Show System View- Shows the default selection. 

Å Save current view- Saves the selected current columns. 

Å Columns ï Show or hide Skills grid columns. (For additional information about showing 

or hiding columns, see Show or Hide Columns on a Grid on page 39.) 

o Name Column ï Displays the names for all available skills. 

o Description Column ï Displays a description (if available) for each skill. 

o # of Agents Column ï Displays the number of agents assigned to the skill. 

o Peripheral Id ï Displays the peripheral ID # assigned to each skill. 

o UWF Skill Type ï Displays the skill type for any UWF skills. 

o Service Level Threshold (in Secs) ï Displays the number seconds defined for a 

skill's service level threshold. 

o Service Level Type ï Displays the service level type selected for each skill. 
Å Exportï Export skill grid data in CSV and PDF file formats. (For additional information 

about exporting data, see Export and View Grid Data on page 37.) 

 

Selecting Skills on the Grid 
 

Allows for the selection of skills within the Skills grid. The selection indicator located at the very 

top, in the column header, selects or deselects all listed skills. Selecting skills adds the option 

to export only selected data from the grid menu. 
 

Not Selected 
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Selected 
Using the Task Icons on the Skills Grid 

Task icons perform a variety of actions for each skill listed on the Skills grid. See the task icon 

descriptions below: 

Å 
 Edit Skill ï Change the name and description for the skill. 

Å 
 +/- Agents ï Assign or remove agents for a skill. 

Å 
 Audit Skill ï View the detailed history of changes made to the selected skill. 

Add a New Skill 

Add a new skill to the Skills page by doing the following: 
 

1. Access the grid menu. 
 

2. Select the Add New Skill option. 
 
 

 

3. Enter a name for the new skill into the Name field. 

4. Select a skill type from the Skill type drop-down. 

5. Select a platform from the Platform drop-down, if applicable for your organization. 

6. Enter the service level threshold into the Service Level Threshold (in Secs) field. Leave 

the field blank to use the default threshold. 

7. Select one of the following options from Service Level Type drop-down: 

Å Use Default ï The default service level calculations. 

Å Ignore Abandoned Calls ï Excludes abandoned calls from service level 

calculations. 

Å Abandoned Call Has Negative Impact ï Counts abandoned calls as a failure, 

lowering the service level percentage. 

Å Abandoned Call Has Positive Impact ï Counts abandoned calls as successful, 

increasing the service level percentage. 

8. Enter a description for the new skill into the Description field. (Optional field.) 

9. Select any skill group collections you would like to associate with the skill from the 

Collection Assignment pane. See the Assignment Panes Interface on page 35 topic 

for assistance with using an assignment pane. 

NOTE: 

The Add New Skill option is only available to tenants with Interaction Manager 

enabled. For tenants without Interaction Manager, please contact the account man- 

ager or submit a support ticket to request the addition of new skills. 
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10. Click the Save button to save the new skill, or click the Cancel button to cancel the 

operation. 

 

Export Skill Membership by Agents 

The Export Skill Membership by Agents feature on the Skills grid allows you to generate a 

report of agents assigned to each skill. This export provides a detailed list of agent-to-skill 

associations, helping you review and manage skill assignments efficiently. 

Exporting Skill Memberships 

To export skill memberships by agent: 

1. Access the grid menu. 
 

2. Select the Export Skill Membership By Agent feature. 
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3. Open or view the file, depending on which option was selected in the previous step. 
 

Edit a Skill 

To update a skill , you can access the Edit Skill option from the Skills grid. This allows you to 

modify details such as the skill name, type, service level settings, and assigned skill groups. 

Editing a skill helps ensure that configurations align with current operational requirements and 

agent capabilities. 

1. Click the Edit Skill icon located next to the skill to edit. 
 

 
2. Change the name for the skill by replacing the text in the Name field. 

3. The # of Agents field shows the number of agents currently assigned to the skill. (You 

cannot edit this field.) 

4. The Skill Type field identifies the skill type you are editing. (You cannot edit this field.) 

5. Change the number of seconds in the Service Level Threshold (in Secs) field if needed. 

6. Click the Service Level Type drop-down menu to change the service level type. 

7. Change the description for the skill by replacing the text in the Description field. 

(Optional field.) 

8. Click the Save button to save the skill, or click the Cancel button to cancel the operation. 
 

NOTE: 

The file downloads automatically based on your browser settings. Some browsers 

prompt you to choose a location, save it to the default Downloads folder, or open it 

immediately. 
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Assign or Unassign Agents for a Skill from the Skills Grid 

During times of high call volume or other needs, redistributing calls among agents may be 

necessary. This allows for additional agents to assist with specific call types outside of their 

normal skills. This topic covers how to assign or unassign agents for a skill from the Skills grid. 

Accessing Skill Agent Assignment 

To access the agent assignment from the Skills grid: 

1. Locate the skill needing agents assigned or unassigned from the Skills grid. 

2. Click the +/- Agents task icon located on the same row of the skill. 
 

Understanding the Agent to Skill Interface 

When you assign or unassign agents for a skill from the Skills grid, the Agent to Skill 

assignment panes open. This interface differs from the standard Agent to Skill assignment 

pane accessed through the navigation menu. In this version, only the skill name selected from 

the Skills grid appears in the Skill pane, instead of a list of selectable skills. The interface 

includes the following three panes: 

 

Å Skill Pane ï Displays the name of the skill having agents assigned or 

unassigned. 
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Å Assigned Agents Pane ï Lists all agents currently assigned to the skill. 

Å Available Agents Pane ï Lists all agents currently available for assigning to the 

skill. 
 

Assigning Agents to a Skill 

To assign agents to a skill: 

1. Place a check next to each agent to assign to the skill in the Available Agents 

pane. 

2. Click the Assign button to move selected agent(s) to the Assigned Agents pane. 

 

 
The selected agents now display at the top of the Assigned Agents pane. The green 

highlighting indicates any agents recently assigned, but not yet saved. 
 

 

NOTE: 

To learn more about using the Agent to Skill assignment panes, see Assignment 

Panes Interface on page 35. 

Are newly assigned agents not showing on the list? 

Newly assigned agents automatically display at the top of the Assigned Agents Pane 

on page 1. If there is more than one page of assigned agents, use the paging con- 

trols directly above the list to return the first page. For assistance with using paging 

controls, see Assignment Panes Interface on page 35. 
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3. Click the Save button to save the newly assigned agents, or click the Cancel 

button to cancel the operation. 
 

 

Unassigning Agents from a Skill 

To unassign agents from a skill: 
 

1. Place a check next to each agent to select them in the Assigned Agents pane. 

To quickly select all assigned agents for removal, click the Select All box. 

2. Click the Unassign button to move selected agents to the Available Agents 

pane. 
 

The selected agents now display at the top of the Available Agents pane. The red highlighting 

indicates any agents recently unassigned, but not yet saved. 
 

 

3. Click the Save button to save the newly un-assigned agents, or click the Cancel 

Are newly un-assigned agents not showing on the list? 

Newly un-assigned agents automatically display at the top of the Available Agents 

Pane on page 1. If there is more than one page of available agents, use the paging 

controls directly above the list to return the first page. For assistance with using 

paging controls, see Assignment Panes Interface on page 35. 
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button to cancel the operation. 
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Using the Agent to Skill Feature 

 

Using the Agent to Skill Feature 

The Agent to Skill feature primarily places focus on assigning or unassigning agents to a select 

skill. It provides a quick way to manage agent assignment to a specific skill, which is useful during 

times of high call volume at a contact center. This topic covers how to use Agent to Skill. 

Accessing Agent to Skill 

To access the Agent to Skill assignment pane: 

1. Select Skills from the Portal navigation menu. The menu expands to reveal additional 

features. 

2. Click Agent to Skill to access the Agent to Skill assignment panes. 
 

Understanding the Agent to Skill Interface 

The Agent to Skill feature consists of the following three panes: 
 

 

Å Skills Pane ï Displays a list of available selectable skills. 

Å Assigned Agents Pane ï Lists all agents currently assigned to the selected skill. 

Å Available Agents Pane ï Lists all agents currently available for assigning to the selected 

skill. 
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Å Platform ï Drop-down that allows you to filter and manage agent-skill assignments 

based on the selected platform. 

Å Show/Hide ï Allows you to filter the assignment panes by the following options: 

o Show All ï Select this filter to show all skills, assigned agents, and/or available 

agents. 

o Hide Disabled ï Select this filter to hide disabled skills, assigned agents, and/or 

available agents. 

o Show Selected Only ï Select this filter to show only selected assigned or 

available agents. 

o Show Unselected Only ï Select this filter to show only unselected assigned or 

available agents. 

Assigning Agents to a Skill 

To assign agents to a skill: 
 

1. Locate and select the skill needing agent(s) assigned from the Skills pane. 

 

2. Place a check next to each agent to assign to the skill in the Available Agents pane. 

3. Click the Assign button to move selected agent(s) to the Assigned Agents pane. 

NOTE: 

To learn more about using the Agent to Skill assignment panes, see Assignment 

Panes Interface on page 35. 

NOTE: 

A maximum of 50 skills can be assigned to each agent. 
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The selected agents now display at the top of the Assigned Agents pane. The green 

highlighting indicates any agents recently assigned, but not yet saved. 

 
 

4. Click the Save button to save the newly assigned agents, or click the Cancel button to 

cancel the operation. 
 

 

Un-Assigning Agents from a Skill 

To un-assign agents from a skill: 

1. Locate and select the skill needing agent(s) un-assigned from the Skills pane. 
 

Are newly assigned agents not showing on the list? 

Newly assigned agents automatically display at the top of the Assigned Agents pane 

on page 1. If there is more than one page of assigned agents, use the paging con- 

trols directly above the list to return the first page. For assistance with using paging 

controls, see Assignment Panes Interface on page 35. 
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2. Place a check next to each agent to select them in the Assigned Agents Pane. 

To quickly select all assigned agents for removal, click the Select All check box. 

3. Click the Un-assign button to move selected agents to the Available Agents 

Pane. 
 

The selected agents now display at the top of the Available Agents Pane. The red highlighting 

indicates any agents recently un-assigned, but not yet saved. 
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4. Click the Save button to save the newly un-assigned agents, or click the Cancel 

button to cancel the operation. 
 

Using the Skill to Agent Feature 

The Skill to Agent feature primarily places focus on assigning or unassigning skills to a select 

agent. This feature is best suited for situations where an agent may quickly need skills 

assigned or unassigned, depending on the contact center's specific needs. This topic covers 

how to use Skill to Agent. 

Accessing Skill to Agent 

To access the Skill to Agent page: 

1. Select Skills from the Portal navigation menu. The menu expands to reveal additional 

features. 

2. Click Skill to Agent to access the Skill to Agent assignment panes. 

 

Are newly un-assigned agents not showing on the list? 

Newly unassigned agents automatically display at the top of the Available Agents 

Pane on page 1. If there is more than one page of available agents, use the paging 

controls directly above the list to return the first page. For assistance with using 

paging controls, see Assignment Panes Interface on page 35. 
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Understanding the Skill to Agent Interface 

The Skill to Agent feature consists of the following three panes: 
 

Å Agents Pane ï Displays a list of available selectable agents. 

Å Assigned Skills Pane ï Lists all skills currently assigned to the selected agent. 

Å Available Skills Pane ï Lists all skills currently available for assigning to the selected 

agent. 
 

Å Platform ï Drop-down that allows you to filter and manage skill-agent assignments 

based on the selected platform. 

Å Show/Hide ï Allows you to filter the assignment panes by the following options: 

 
o Show All ï Select this filter to show all agents, assigned skills, and/or available 

skills. 

o Hide Disabled ï Select this filter to hide disabled agents, assigned skills, and/or 

available skills. 

o Show Selected Only ï Select this filter to show only selected assigned or 

available skills. 

o Show Unselected Only ï Select this filter to show only unselected assigned or 

available skills. 

Assigning Skills to an Agent 

To assign skills to an agent: 
 

1. Locate and select the agent needing skills assigned from the Agents pane. 

NOTE: 

To learn more about using the Skill to Agent assignment panes, see Assignment 

Panes Interface on page 35. 

NOTE: 

A maximum of 50 skills can be assigned to each agent. 
































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































