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Overview

This guide is intended to help you set up a Facebook page and integrate it with Webex Connect to interact with the Contact
Center agents using the Messenger application (both mobile or Desktop app and web page). After creating the page in your
Facebook account, the page is added as an asset in Webex Connect and Webex Engage. Then, the Contact Center Enterprise
(CCE) Representative Flows can be exercised to see the end-to-end interaction on the channel. Detailed step-by-step

instructions on adding a Facebook Messenger asset are given below.

Creating a Facebook Page to Initiate Customer Interactions

To create a Facebook page for initiating customer interactions, follow the steps below.

1. Login into a Facebook account.

2. Click Pages in the left menu.

G Q Search Facebook ﬁ & @

I"I Ads Manager

v

O Climate Science Center @B stories

@ Fundraisers

Gaming Video

® Stories disappear after 24 hours

r e 1 @ Replies and reactions are private.

Meta Quest
Create story

[
@ Messenger
o
4

Orders and payments

I- P What's on your mind, Vivek?
ages

Play games al Live video 'a Photo/video

=)

an
O Reels

[@ Share everyday moments with friends and family.

Feeling/activity

3. Click Create New Page to add the page.

+ Create new Page

) Meta Business Suite
Discover
i Liked Pages

Invites
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Creating a Messenger Asset in Webex Connect

4. Enter the Page name and Category.

5. Optionally, add your logo or profile picture to the category.

00

Pages » Create a Page Desktop Preview
Create a Page

Your Page is where people go to learn
more about you. Make sure yours has all
the information they may need.

Page name (required)
CCE Customer Service Demo

Use the name of your business, brand or organization, or a
name that helps explain your Page. Learn More
Category (required) ®

Information Technology
Company

Enter a category that best describes you.

CCE Customer Service Demo

Bio (optional)

Posts About Followers Photos Videos More v

Tell people a little about what you do
Intro Posts

Create Page 0 Followers

By creating a Page, you agree to the Pages, Groups and Events
Policies

Note: If you have multiple Facebook accounts, use the browser’s Incognito, InPrivate, or Private mode to ensure the
right account is logged in. Facebook uses many cookies and cached data, which can result in unintentionally logging into
the wrong account on the computer without being prompted for the intended account.

Creating a Messenger Asset in Webex Connect

To create a Messenger asset in Webex Connect and register the asset with Webex Engage, follow the steps below.

1. Login into the Webex Connect tenant.

2. Navigate to Assets > Apps.
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Creating a Messenger Asset in Webex Connect

Services

Create workspaces for

Assets

., Numbers
Apps

§ Integrations

3. Click Configure New App.

4. Select Messenger as the type.

5. Enter the Name of the asset.

6. Click Add Messenger Page. You will be directed to the Facebook login page where you will need to log in.

If you are already logged in, the same browser will ask you to select the page you want to integrate with Webex Connect
(if you have created multiple pages under your business account).

< Configure New App - Messenger

Link your Facebook page with Webex Connect to start using the platform for sending and receiving messages over Facebook Messenger. You need to be an admin for the concerned
Facebook Page for this. Refer docs. for more info.

Name ®

| cCE Customer Service Register To Webex Engage Configure Outbound Webhooks pocs 05
L J

Messenger Page Details
You can add one of your Messenger pages in this application to send and receive Messenger messages from your customers. Learn more about messaging on Messenger in our docs.

£ Add Messenger Page

7. Select the Asset ID and click Continue.
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[ - -

Choose the Pages you want imiconnect Canada to
access

Later you'll be able to review what imiconnect Canada will be able to do
with the Pages you select.

Opt in to all current and future Pages
This will give imiconnect Canada access to your current Pages, in addition to any
Page you create in the future.

@ Optinto current Pages only
This will only give imiconnect Canada access to the Pages you select.

Select all 1 Asset Selected

Cc CCE Customer Service Demo Canada
182947811571474

C CCE Customer Service Demo
122094436214010277

imiconnect Canada's Privacy Policy and Terms of
‘ Back
Service

8. Click Save after reviewing the permissions that you'll be extending to the application corresponding to Webex Connect
(IMI1) in your region. You will be redirected to the Webex Connect portal.
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(o gy i o

Review what imiconnect Canada is requesting
permission to do

Manage and access Page conversations in Messenger
1 Page selected

Read content posted on the Page
1 Page selected

Manage accounts, settings, and webhooks for a Page
1 Page selected

Show a list of the Pages you manage
1 Page selected

imiconnect Canada's Privacy Policy and Terms of Service Back m

9. Confirm the page you want to integrate into the Messenger asset you are creating.

Select Messenger Page

We found the following pages in your Messenger account

C

‘CCE Custom...
AVAILABLE

Cancel

10. Click Save to create the asset. The Register To Webex Engage is enabled.
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Creating a Messenger Asset in Webex Connect

< Configure New App - Messenger
concerned Facebook Page for this. Refer docs. for more info.

Name ®

| CCE Customer Service

Messenger Page Details

Messenger page Change
CCE Customer Service Demo Canada

ADMIN Added By
Vivek Mathew Vivek Mathew
Welcome Screen

Persistent Menu

Allowed Domains

Page Discovery Plugins

Message Us

SDK and the code snippet below to use this plugin on your website.

Register To Webex Engage

Link your Facebook page with Webex Connect to start using the platform for sending and receiving messages over Facebook Messenger. You need to be an admin for the

Configure Outbound Webhooks pocs O3

Message us plugin renders a button which when clicked on, redirects the users to the messenger and opens a conversation with your page immediately. You must include the Messenger's JS

11. Click Register To Webex Engage to register the asset in Webex Engage then link the Facebook page to the Webex Con-
nect/Webex Engage platform and invoke the Webex Connect Flows.

12. Select Service from the drop-down list.

Note: When registering the asset, ensure to select the correct service that contains the intended Webex Connect flows.
The Service Key of the Webex Connect service is mapped and stored in Webex Engage, and this cannot be changed later.
The binding is crucial for sending outbound messages from the Webex Connect flow, whether through the flow logic, a
Chat Bot, or when an agent responds to the end customer. Ensure the service is not deleted, to prevent the asset from

being orphaned in Webex Engage.

Register to Webex Engage - CCE Customer Service

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

Select Service

Select Service v J
Select Service -
My First Service

WxConnect with CCE Integration

Cancel

13. Once registered, you can verify if the asset has been successfully registered in Webex Engage by launching the Webex
Engage administration console through Control Hub. If successful, you’ll see the asset appear in the tab as given below.
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Creating a Messenger Asset in Webex Connect

Co
-
[«
Mo
Chg
—
Res
Tra
Chg
Assets
Webex Contact Center @
Channel Assets
I 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
Templates teams
All Email f Facebook & Livechat SMs WhatsApp
Channel Asset Details Asset Name D + Added On Priority Action
CCE Customer CCE ©c959949-73a3-
f Facebook Service Demo Customer 4dc7-918b- 14 Dec 2023 01:21:57 ® 12
Canada Service 486126d568400

Note: You can send messages to the Facebook page through the Messenger application. Ensure the Allow people to
message your page option is turned on. This option is enabled by default for newly created pages.

The following Facebook link shows the Allow people to message your page option.
https://www.facebook.com/help/994476827272050/?helpref=hc_fnav
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Creating a Messenger Asset in Webex Connect

G Help Center Q Search help articles. [5) English (US)
— LG U1 US IS5, Y1 Y UUT GUUISTINS G U CUTIHISSS WIL TUIUWEIS: 1UUT CUTIST Yy
insights, ads, Likes and followers will automatically transfer when your Page updates.
B Videos v
@ Gaming v You'll need to have full Facebook access to a new Page to turn messaging on or off for your
Page.
™ Ppages ~ When messaging is on, people with Facebook and task access to a new Page can send a private

message from the Page to anyone who's sent the Page a message. Private messages can also be
used to respond to comments on a Page's post.
Interact with Pages
Note: Pages can respond to messages from a profile, but can't start a chat with a profile that
hasn't messaged the Page first. Pages can't send messages to profiles or other Pages that have
blocked the Page.

Create and Manage a Page
Names and Usernames

Manage Page Settings New Pages Experience

. To turn messaging on or off for Pages you have Facebook access to:
Customize a Page

Log into Facebook, then click your profile photo in the top right.

Publishing

2. Click See all profiles, then select the Page you want to switch into.
Vgl 3. Click your Page's profile picture in the top right of Facebook.
Insights 4. Click Settings & privacy, then click Settings.

w

Banning and Moderation . In the left menu, click Privacy.

o

Next to Messaging, click Edit.
Fix a Problem

le to message your Page?, select On or Off. Your selection will save

‘a  Groups v

14. Check the Privacy Settings for the page.
A sample screenshot shows a Facebook page integrated with Webex Connect.

.e‘

0 Q search Facebook @ = qﬂ ® a2
Settings > Privacy Privacy Settings and Tools
Privacy
6 Privacy Privacy shortcuts Manage Your Page
Go here to update your contact information and more.

ﬁ Facebook Page information

Your Activity Who can see your future posts? Public Edit
@ Page and tagging
Public posts Review all your posts and things you're tagged in Use Activity Log
Oe .
& Blocking Who can see the people, Pages and lists you follow? Public Edit
ED Stories

How people find and Do you want search engines outside of Facebook to link to your Page?  Yes Edit
@ Journalist resources contact you
Reaction preferences Recommended Similar Page On Edit

Messaging Allow people and Pages to message your Page? On Edit

Note: To start a conversation from another Facebook user account that would emulate an end-user interacting with a
business page, one should search for this page through the Facebook app on your device or the Facebook website.

You cannot use the Messenger application to search for a business page and start a conversation. However, after an
end-user has interacted with the business page, the Messenger app can be used directly for multiple interactions or
conversations with the page. If you send a message to the business page on Webex Connect, you won't receive a re-
sponse until the Facebook Inbound flow has been set up in Webex Connect and associated with the newly created Mes-

senger asset.

10
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Linking the Messenger Asset with Facebook Inbound Flow

The CCE Representative Flow bundle contains a Messenger channel-specific Flow called as
Facebook_Inbound_Flow.workflow. This flow intends to handle conversations and messages that an end user may send
using the Messenger app on your Facebook page.

When importing into Webex Connect, you need to enter the Facebook PagelD as a custom variable in the Flow settings page
for the Inbound flow. Additionally, you must specify the App ID of the Messenger App in the initial condition of the webhook
event flows such as CREATED, QUEUED, ROUTED, CLOSED, and TRANSFERRED to trigger the flow specific to this asset.

The following step is essential for integrating multiple Facebook assets/pages within the same Webex Connect tenant.

1. In Webex Connect > Apps tab, copy the Asset ID of the Messenger asset.

Apps

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

( Q ] Configure New App

App Type
All Apps v

Message data shown below is for last 30 days
Channel Apps (5) Messages Sent Messages Received Actions

CCE Customer Service Canada = ()
[~ ] f\EE D : a_638427962091100000 31 22

Service - WxConnect with CCE Integration

2. Go to Page Discovery Plugin > Asset configuration or under Page Discovery Addons > M.Me link, and copy the Fa-
cebook Page ID of your Facebook page.

< Manage App - Messenger
Link your Facebook page with Webex Connect to start using the platform for sending and receiving messages over Facebook Messenger. You need to be an admin for the
concerned Facebook Page for this. Refer docs. for more info.

Page Discovery Plugins
Message Us

Message us plugin renders a button which when clicked on, redirects the users to the messenger and opens a conversation with your page immediately. You must include the Messenger's JS
SDK and the code snippet below to use this plugin on your website.

0

|268689037119187|

Page Discovery Addons

Your m.me link is a shortened URL that people can use to go directly into a Messenger conversation. You can place an m.me link anywhere - website, app, flyer, SMS, email, etc. to help
someone find your page more easily in Messenger.

Your M.Me Link Is
m.me/260689037119107 (0]

11
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Linking the Messenger Asset with Facebook Inbound Flow

3. Click the Settings icon in the upper right corner and select Flow Settings > Custom Variables for the Facebook In-
bound Flow.

4. Enter the Page ID to the Variable Name (FBpageid).

Flow Settings

General Custom Logs Flow Outcomes Custom Variables

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

Variable Name Default Value (Optional)

FBpageid 260689037119107

5. Update the CCE Create Task and CCE End Task nodes to include the Fully Qualified Domain Name (FQDN) of the
Reverse Proxy or Load Balancer front-ending the Cloud Connect nodes in the Domain field.
Note: Remove the https keyword and any forward or backward slashes while specifying the FQDN.

6. Edit the Search Conversation node and select the Messenger Asset from the drop-down list.
Note: Ensure the correct conversation is found corresponding to the message received. This determines whether
the message should be added to an existing conversation or if a new one should be created.

G Search Conversation Input Variables )
List of variables available as input for this
node
Configuration Transition Actions (Optional)
Method Name
Custom Variables [F2569]
Search Chat A
Start Node ID: 2

Node Authentication

Evaluate
CCE_Engage -

Asset Details
Channel*

Facebook Messenger v

Facebook Page*

CCE Customer Service Canada (260689037119107) ~

Customer Details

Facebook Page Scoped ID (PS ID)*

$(n2.messenger.psld)

Output Variables
Search Conversation vi.4

. v
Test Cancel
Node ID: 7151 @ Node Outcomes

If your asset is not listed in the drop-down list, verify whether the asset is registered with Webex Engage. Unless the asset is
seen as registered in the Webex Engage administration console (verified in previous steps), it won’t appear for the selection.

12
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7. Save the flow and make it live.
Note: When making the flow live, remember to select the Messenger asset created in an earlier step because of the
reference to the Messenger node in the flow.

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

& CCE Help
Configuration Transition Actions (Optional)

cce.destination v equalsignorecase LI09130826
cce.mediaChannel - equalsignorecase email
cce.destination v equalsignorecase w a_637993595190890000
cce.mediaChannel v equalsignorecase facebook
cce.destination v equalsignorecase a_638427962091100000

Start

Node ID: 2 Cancel

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

10. Save the flow and make it live.
Note: When making the flow live, remember to select the Messenger asset created in an earlier step because of the
reference to the Messenger node in the flow.

When a flow goes live, it becomes connected to a specific Messenger asset for all the nodes mentioned in the flow.
This is why it's important to execute the webhook flow conditionally based on the specific page/asset. You can re-
peat the step of importing the webhook event flows for another asset/page that you want to configure in the sys-
tem.

11. You have the option to either remove the conditional execution of the flow and maintain a common one, and then

branch out within the flow based on the value in the cce.destination variable sent as part of the webhook event.
After that, you can trigger another flow using the Call Flow node.

13
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Additional Configuration for Facebook Account

12. This common webhook flow would lack any channel-specific node to send outbound notifications/messages to the
customer. The new flow would contain the Messenger channel-specific nodes to send messages. In turn, each flow
containing the Messenger nodes must be linked to the corresponding Messenger app due to the 1:1 relationship
between a flow containing a channel-specific node and an asset.

Additional Configuration for Facebook Account

Most users should be able to send and receive messages using the Messenger app by following the instructions provided above.
However, the internal Engineering team working on non-Production Webex Connect tenants, such as those in Staging, may need
a few additional permissions or steps. A specific Allowed List filtering occurs with the IMI/WxConnect Developer app configured
for the Staging environment without which the Facebook asset cannot be added in the Webex Connect. Make sure to complete
these steps to avoid encountering the App not active error.

m

/i Can't Load URL

The domain of this URL isn't included in the app's domains. To be able to load this URL, add all
domains and subdomains of your app to the App Domains field in your app settings.

» Return home

Once you’ve created the Facebook account or page, register at https://developer.facebook.com/ by signing into your Facebook
account.

Q) Meta for Developers

Create a Meta for Developers account

O Register

O Verify account

Welcome to Meta for Developers

O Contactinfo

O About you

Create a Meta for Developers account to build and manage apps that ess
the Graph API, contribute to hat others own, and participate in Meta's
devel oper community.

By proceeding, you agree to the Meta's Platform Terms and Developer Policies

Cancd m

Note the Profile ID of the developer account and share it with the IMIConnect team to be added to the Allowed List of the devel-
oper app corresponding to the Webex Connect team in the Staging environment. This option is available on the page that ap-
pears when you click on the link to your profile - https://www.facebook.com/cisco

Once you receive the invitation from the IMI team, you must accept it before you can link your account/page with the Webex
Connect team's Facebook Developer app. This is part of the process for creating Messenger assets in Webex Connect. The

14
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Facebook Developer app in the Staging environment, provided by IMI, is currently called Staging - dis. An option to accept the
invitation is enabled once the invite is triggered by the IMI Dev team.

1. Click Accept.

Docs Tools Support My Apps Q Searc

Notification Settings Documentation Community Profile Individual Verification Requests [J Research Settings

Requests

ChaitanyaCisco Testaccount has requested to add you as a developer for Staging - dis. =
Other admins and developers on the app will be able to see you're a developer on the app dashboard. Decline m

m Staging - dis

0 4
New users Monthly Active Users
0% from yesterday 0% from yesterday

m MetG Products Programs News

Artificial Intelligence ThreatExchange Blog
AR/VR Success Stories
Business Tools Support Videas
Follow Us
Gaming Developer Support Meta for Developers Page
0 @ o m o Open Source Bugs
Publishing Blatfor Statm Terms and Policies
Social Integrations Report a Platform Data Incident Platform Initiatives Hub
Social Presence Facebaok for Developers Platform Terms

2. Proceed with the steps mentioned in the previous sections to create the Messenger asset.

0Q Metafor Developers Docs Tools Support My Apps
n Staging - dis - App ID: 431752744750577 App Mode: Development @ Live App type: Business @ Help
Reminder: Graph API v11.0 will be deprecated on Sep 14, 2023. Please use the API Upgrade Tool to understand how this might impact your app. For more details see the changelog 3
ﬂ‘ Dashboard
Required actions We've disabled this app for violating the Facebook Platform Policies. You can continue to use it in development mode. Read more or appeal
Required actions

{§} Settings v
App Roles w You don't have any required action items to display. If any of your apps need immediate attention in the future, an item will show here.

g Alerts ~ Application Rate Limit User Rate Limit

&) App Review 4 Staging - dis

App 1D: 431752744750577
Products Add Product 0
. . T (
Facebook Login for Business v o s tioted
0% of limit used View Details
Webhooks
L] 100% Remaining
Marketing API v
Instagram Graph API ~

Note: You will see that, the app associated with your account/page will be that of the Staging environment.
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Choose the Pages you want Staging - dis to access
Later you'll be able to review what Staging - dis will be able to do with the
Pages you select.

Opt in to all current and future Pages
This will give Staging - dis access to your current Pages, in addition to any Page
you create in the future.

@ Optin to current Pages only
This will only give Staging - dis access to the Pages you select.

v/ Selectall

« | € CCE Customer Service Demo

Staging - dis's Privacy Policy Back m
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