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Overview 
This guide is intended to help you set up an Apple Messages for Business account/asset and integrate it with Webex Connect 
to interact with Contact Center agents using the iMessages application from Apple devices. 

The Apple Messaging is a popular way to communicate and get customer support. With this feature, you can add Apple 
Messages for Business as a new channel in CCE for: 

o Self-service 

o Agent interaction 

You can message the business through the Apple iMessages app on iOS or Mac devices. The Apple channel allows 
attachments up to 100MB size. Below are detailed, step-by-step instructions for adding an Apple Messages for Business asset. 

 

Creating Apple Messages for Business Asset in Webex Connect 
Before the business can offer Apple Messages for Business, you must register with Apple and get the approval. Unlike other 
channels where the asset creation is done through the Webex Connect administration portal, for the Apple Messages for 
Business channel, the registration must be done through Apple website and then choose Webex Connect as the Messaging 
Service Provider (MSP). 

To create an Apple Messages for Business account and registration with Webex Connect as the MSP, follow the steps below. 

1. Open https://register.apple.com/login?returnTo=/business/ui and sign in with your Apple ID. 

 
2. Create an organization and get approval from Apple. (For example, create an organization by name Cisco.) For adding 

Messages for Business Account to this organization, any Apple ID user must be part of this organization. The organization 
administrator can add the user as a member by clicking Messages for Business Accounts. 

https://register.apple.com/login?returnTo=/business/ui
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3. Click + Add New. The Messages for Business Accounts get started screen appears. 

 
4. Click Get Started. The New Messages for Business Account screen appears with the business policies. 
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5. You must choose the Apple policies and click Next. An Overview screen appears. 

 
6. Click Next. The Account Applicant screen appears. These details are prefilled as the Apple user is part of the organization. 
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7. Click Next.  

8. Choose the Commercial account or Internal test account for the Messages for Business Account Type. 

 
9. Choose Internal test account and give a name to evaluate. Click Next. 
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10. Choose your name in the Technical contact drop-down list for Contact and click Next. 

 

 

 

 
11. Choose IMIconnect from the Apple authorized commercial messaging platform drop-down list for the Messaging 

Platform and click Next. 
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12. On Tester Apple IDs screen, click + Add Apple IDs to add the Apple IDs.  

13. On the Add tester Apple IDs screen, add email IDs, and click Add. 

 
14. Click Send testing instructions to receive email. Click Next. 

These are the Apple IDs of users who want to send messages to the business account through iMessages on any Apple 
device. This includes the Apple ID of the account creator and test users. The business account can also be connected to a 
website to access its services. 

Note: The business URL will be sent in email to all the users. 
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15. The Optional Integrations screen appears. The status of the account shows In review. Once Apple reviews, the status 

changes to Online. 

 
16. After the account is Online, expand the Messaging Service Provider Configuration and click Test your Messaging Service 

Provider connection. 
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17. On the Messaging Service Provider Configuration screen, click Connect. 

 
18. A new URL opens in the webpage. It shows as Invalid Link. 
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19. Append the URL with your account name &name=TestAccount_Cisco and click Enter. Here &name is keyword and 

TestAccount_Cisco is the value of the account name. The final URL looks like https://business-
chat.imiconnect.io/applebusinesschat/login?id=205a1489-7217-4664-9895-9d50452d4d51&name=TestAccount_Cisco 

 
20. The registration of the account as an asset in Webex Connect is complete. Login to Connect and follow the below 

procedure for configuration of the flows. 

https://business-chat.imiconnect.io/applebusinesschat/login?id=205a1489-7217-4664-9895-9d50452d4d51&name=TestAccount_Cisco
https://business-chat.imiconnect.io/applebusinesschat/login?id=205a1489-7217-4664-9895-9d50452d4d51&name=TestAccount_Cisco


Setting up a AMB asset to test the CCE Representative Flows 
Creating an Apple Messages for Business Asset in Webex Connect 

12 

 

 

Prerequisites for Creating Apple Flows 
1. Login to your Webex Connect account and create a new service or use any existing service for using the Apple channel 

flows. 

 
2. Navigate to the Assets section of the Webex Connect portal and choose the new Apple asset. This option appears only if 

the connection between Apple Business Register account and Webex Connect is established. 

Note: You cannot create an asset for AMB directly from Webex Connect. This is specific to AMB. If you try to create an 
asset from Webex Connect, a message appears redirecting you to the Apple website to register the account. 

 



Setting up a AMB asset to test the CCE Representative Flows 
Creating an Apple Messages for Business Asset in Webex Connect 

13 

 

 

 
3. Click Register to Webex engage to link the asset to Webex Engage. 

4. When prompted, choose Service Name. 

5. Enable the Data Stream toggle, this is mandatory for certain Apple features like customer opt out, event handling, and 
typing indicators. 

6. Login to Engage portal to check and validate if asset is created. 

 
7. Your setup is ready to create Webex Connect workflows. The CCE Template workflows for Apple Messages for Business 

channel is available on www.cisco.com. 

8. Once the flows are Live, use the business URL specified for the Apple business register account to interact with the 
business. Sample URL: https://bcrw.apple.com/urn:biz:ca7c8be7-1dec-4580-9668-a92ab0054485. 

Apple Specific Features Overview and Flows 
The following Apple features can be configured to use in both Webex Connect flows and in the Engage templates. Apple 
features list: https://register.apple.com/resources/messages/msp-rest-api/#required-features. 

Flows: Linking AMB Asset with AMB Inbound Flow 
The CCE Representative Flows bundle comprises of an AMB channel specific flow, namely AppleMessages_inboud_flow 
workflow. The intent of this flow is to manage conversations and messages that you can send to an Apple Business account. 

Once imported to Webex Connect, the App ID of the Apple Messages for Business (AMB) asset needs to be specified in the 
initial condition of the webhook event flows like CREATED, QUEUED, ROUTED, CLOSED, and TRANSFERRED to trigger the flow 
specific to this asset. This integrates multiple AMB assets in the same Webex Connect tenant. 

1. Note down or copy the Asset ID of the Messenger asset. It is found under the Apps tab in Webex Connect. 

http://www.cisco.com/
https://bcrw.apple.com/urn:biz:ca7c8be7-1dec-4580-9668-a92ab0054485
https://register.apple.com/resources/messages/msp-rest-api/#required-features
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2. Update the CCE Create Task and CCE End Task nodes to include the FQDN (Fully Qualified Domain Name) of the Reverse 

Proxy or Load Balancer front-ending the Cloud Connect nodes in the Domain field. Remove the https and any forward or 
backward slashes while specifying the FQDN. 

3. Save the flow and make it Live. Choose the earlier created AMB asset as a reference to the AMB node in the flow. 

4. Import the webhook event triggered flows for the events triggered by CCE / Cloud Connect and update the App_ID value 
of the AMB app in the initial condition of the first CCE node. 

 
5. Repeat this for all the CCE webhook event triggered flows CREATED, QUEUED, ROUTED, CLOSED, and TRANSFERRED. 

6. Save the flow and make it Live. Choose the earlier created AMB asset as a reference to the AMB node in the flow. 

When a flow is made live, it gets bound to a specific AMB asset for all the nodes referenced in the flow. That is the reason 
the conditional execution of the webhook flow corresponding to the specific page / asset is important. Repeat the steps 
of importing the webhook event flows for another asset you want to configure in the system. 
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7. Alternatively, you can remove the conditional execution of the flow and use a common flow that branches based on the 
value in the cce.destination variable from the webhook event. This common flow doesn’t include any channel-specific 
nodes for sending outbound messages. Instead, the new flow contains the AMB-specific nodes for sending messages. 
Each flow with AMB nodes must be linked to the corresponding AMB app, ensuring a 1:1 relationship between the flow 
and the asset. 

8. Choose the AMB Account ID* from the drop-down list. This is a mandatory parameter present in search and create 
conversation. 
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