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

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 Agentinteraction

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.

Welcome to
Apple Business Register

el your ofganiZation 10 our apphcabinns

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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Cisco
Your Connections (2) # Manage
Messages for Business Accounts Messaging Service Providers
Messages Messages
Your Organization
&, Locations 22, Members
Review your locations in Apple services. Add team members to assist with managing this organization.
¥ Brands

Review your publicly recognizable brand [ trade names and logos.

Copyright @ 2024 Apple Inc. All rights reserved Privacy Policy Terms of Use

3. Click + Add New. The Messages for Business Accounts get started screen appears.

< Home Messages for Business Accounts

Messages for Business Accounts

+ Add New 761 Accounts | Q, Search

° testAccount_cisco ® Action Required
Internal Test Account
° AMB_stg_14-11 . onie
Internal Test Account
AMB_Staging_14-11 ® Online
Internal Test Account
° AMBStaginghov14-1 . onie
Internal Test Account
o Commercial Account ® Action Required
° AMBStagingNov14 ® Online
Internal Test Account
o Microfone @ Action Required
Commercial Account

A ...

4. Click Get Started. The New Messages for Business Account screen appears with the business policies.
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W
1800-flowersicom
800-Flowars &

Certainly, what is the
message you'd like to add?

Happy Birthday, Steph! ‘ ‘
Sending you some love on |
your special day. Hugs, Sara

Great, what is the recipient's

prons rnter Messages for Business
J
= Accounts

You're all set!

Tap tfeluw to enl_erlhe
recipient’s shipping address Connect directly with customers using iPhone, iPad,
and place your order with )
Apple Pay. Mac, and Apple Watch. Your customers can easily

f v get assistance, and complete purchases with Apple

Pay, right from within Messages.

Get Started

Floral Embrace
$59.99 - Buy with & Pay

(o ) o

5. You must choose the Apple policies and click Next. An Overview screen appears.

< Back Messages for Business Accounts
New Messages for Business Account I

Messages for Business Policies

You must provide access to a human customer service agent
during regular business hours.

You must not send any unsolicited messages or
notifications.

You must not sell products or services that do not comply
with the legal requirements of the jurisdiction where your
customers are resident or located.

You are using one of Apple's approved messaging
platform providers.

You've read the following:
Get Started Guide A
Design Guidelines A
Messages for Business Policies and Best Practices A

S

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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< Back

New Messages for Business Account
Website
https://cisco.com
D-U-N-S Number (Optional)

Entering D-U-N-S Number will help us review your account faster
Address

170 West Tasman Drive

Apt, Suite, Building (Optional)

City Zip Code

San Jose 95134-1706

State
California

Country

United States

Clear address

Messages for Business Accounts

A\

50% completed
——

7. Click Next.

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

{ Back

New Messages for Business Account

Messages for Business Account Type

© Commercial account

Commercial accounts enable your customers to contact you. These

accounts show your business name and logo.
Advanced ~

Internal test account

These are private accounts used for internal testing and development.
These accounts have no branding and are limited to your internal approved
testers

Messages for Business Accounts

50% completed
—

=

9. Choose Internal test account and give a name to evaluate. Click Next.
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< Back Messages for Business Accounts

50% completed

New Messages for Business Account —

Messages for Business Account Type

Commercial account

Commercial accounts enable your customers to contact you. These

accounts show your s name and logo.

Advanced ~
° Internal test account

These are private account d for internal testing and development.
These accounts have no branding and are limited to your internal approved

testers.

Name
TestAccount_Cisco

10. Choose your name in the Technical contact drop-down list for Contact and click Next.

Messages for Business Accounts

< Back
+ 50% leted
TestAccount_Cisco — TS
Lontact
Technical contact .
Shreyas Prathivadi Bhayankaram
Q Search

Satish Varma
Shree Manigandan

Shreyas Prathivadi Bhayankaram

I

Sivacharan Bandi Product Manager
Sivakumaran S R

-+ Add a new Contact

Copyright ® 2024 Apple Inc. All rights reserved

11. Choose IMIconnect from the Apple authorized commercial messaging platform drop-down list for the Messaging
Platform and click Next.
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< Back Messages for Business Accounts

50% completed

TestAccount_Cisco —

Messaging Platform

Select the messaging platform to use for this Messages for
Business account.

© Apple authorized commercial messaging platform

Choose
~
[ IMIconnect ]

Q Search
c

Gubagoo
Heymarket
Infabip (Global)

Infobip (US)

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.

Add tester Apple IDs

ShpECECD, Corm oL oo.oorm

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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< Back

TestAccount_Cisco

Tester Apple IDs

Enter the Apple IDs of one or more individuals associated with
your company that will test message deliverability from their
personal iPhones. @

Apple ID
shtp@cisco.com

bob@cisco.com

Messages for Business Accounts

50% completed
——

~+ Add Apple IDs

Q Search

&

15. The Optional Integrations screen appears. The status of the account shows In review. Once Apple reviews, the status

changes to Online.

< Back
TestAccount_Cisco
nternal Test Account

Optional Integrations

In review

~ Apple Pay

Apple Pay Merchant ID
Optional

~ Unsupported Devices

Redirect Page URL
Optional

~ Integrated OAuth2 Authentication

OAuth URL

Opticnal

Token URL
Optional

Messages for Business Accounts

Edit

Edit

Edit
Client Identifier

Optional

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

Provider connection.
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< Back

TestAccount_Cisco .
® Online
Internal Test Account

s ——— oo — s —o—— = = —

~ Messaging Service Provider Configuration

° IMIconnect

Test your Messaging Service Provider connection

Copy token

~ Testers Apple IDs

bob@cisco.com, shtp@cisco.com

Messages for Business Account

~ Messages for Business Account Type

Internal Test Account

Please use the following token if needed by your MSP to connect

Messages for Business Accounts

Edit

Edit

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

< Back

TestAccount_Cisco

Messaging Service Provider Configuration
Confirm the message sent from Apple devices arrive at your

agent desktop through your IMIconnect. You can test from either
an iPhone or a Mac.

Connect

Your Messages for Business Account ID 9

d7443019-cc1d-49cc-85fb-e8edlecfazaf (9

IMIconnect confirmed your account is connected.

Messages for Business Accounts

50% completed
—

|< Cancel )I

18. A new URL opens in the webpage. It shows as Invalid Link.

10
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webex Connect

Invalid Link

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

webex Connect

Welcome, TestAccount_Cisco
Signin to Webex Connect to connect to your Business Chat Account

Start by entering your e mail address

[ Email Address ]

Don't have an Account? Click here to create one.

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.
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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.

ses or customer journeys. You can create unlimited number of services.

@ )

Service metrics shown below are for last 30 days

My First Service

a

®

[ 868 Ce 187 ~7 100

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.

Apps

Configure Apps to send and receive messages from Mobile, Web, Email and Social Messaging Platforms,

| a ] Configure New App
Assets App Type
| Al Apps v |
4, Numbers Message data shown below s for last 30 days
$ 10DLC . .
- Channel Apps (1) Messages Sent Messages Received Actions

as  Apps

ccepreprodtestaccountl & (@)
9 Integrations (& App ID : a_638589720918360000 868 205
Service - My First Service

12
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Pople Messages for Businass |

Tia croute & reve Appie Wewnsges kor Husinesn app megivie o Bus
Agpls B mines Begaier and wsec? your 55§ Vishes Corvect
Fa AL MR A Bogr DOt

rew1 arrourd on
visd Apcls Msuaages for
¥ R O

L ox ]
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.

Webex Contact Center

Channel Assets
Channel Assets

Manage channel assets that can be used to receive messages from your customers. Channel assets created in the Admin console can be shared across different teams.
Templates

All © Apple Messages for Business

Email f Facebook & Livechat SMS WhatsApp

Channel Asset Details

, Added On priorty + Action
O Apple Messages for "

Business

1 513¢176b-c61b-4657-bcae-39d09208fesc 12 Aug 2024 05:08:07 (0] 7

Showing 110 1 of 1 entries

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.

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.

13
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Apps

Configure Apps to send and receive messages from Mobile, Web, Email and Social Messaging Platforms.

| a Configure New App
App Type
| Al Apps o

Message data shown below is for last 30 days

Channel Apps (1) Messages Sent Messages Received Actions

ccepreprodtestaccount! = (@)
(@] App ID : a_638589720918360000 868 205 v
Senvice - My First Service

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.

2 CCE Help In?utVariahlgs _ i .
Configuration Transition Actions (Optional) Data Stream (Optional)
L Custom Variables [F43867]
— cce.mediaChannel - equalsignorecase - facebook
— cce.destination v equalsignorecase - a_638285562633750000
— cce.mediaChannel - equalsignorecase - WhatsApp
— cce.destination - equalsignorecase - a_170479088849563420
cce.mediaChannel - equalsignorecase - appleMessages
cce.destination - equalsignorecase - a_638589720918360000
Output Variables
Start
Mode ID: 2 Cancel Node Outcomes

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.

14
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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.

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

conversation.

- Search Conversation
Configuration Transition Actions (Optional)
Method Name
Search Chat
Node Authentication

wxcce_authorize

Asset Details
Channel*

Apple Messages

AMB Account ID”

ccepreprodtestaccount1 (d228b4a7 -fab6-44b6-95fc-25...

Customer Details
AMB User ID”

$(n2.abc.abcUserld)

Search Conversation vl.4

Node ID: 179

Test

Cancel

Save

Custom Variables
Start

Evaluate

QOutput Variables

Node QOutcomes

Node ID: 2

15
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& Create Conversation

Configuration Transition Actions (Optional)
Method Name

Create Conversation -
Node Authentication

wxcce_authorize -

Conversation Details
Channel* Alias 1ID*
Apple Message v $(n179.aliasld)
AMB Account ID*
ccepreprodtestaccount1 (d228b4a7 -fabb-44b6-95fc-2... v

Customer Profile
AMB User ID*

$(n2.abc.abcUserld)

Customer Name

$(customerName)

Message(s) (Optional)
Init;

me:

Create Conversation 1.4 -
Node ID: 180

Input Variables v
List of variables available as input for this node

Q
» Custom Variables [F43852]
» Start Node ID: 2
» Evaluate Node ID: 13
» Search Conversation Node ID: 179
» Apple Messages For Busin... Node ID: 188

v

Apple Messages For Busin... Node ID: 211

» Apple Business Chat
Node ID: 2004
» Delay
Node ID: 2008
» Receive
Node ID: 2009
» Evaluate
Node ID: 2071
Qutput Variables »
Node QOutcomes »
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