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Overview

This guide aims to provide a quick start on setting up a Live Chat widget on a website and registering it as an asset in Webex Con-
nect and Webex Engage. It also covers trying out the CCE Representative Flows on the channel. The glitch.me website is used to
set up the customer interface for starting Live Chat interactions. Below are detailed step-by-step instructions on adding and in-

stalling a Live Chat asset on an external website.

Creating Glitch.me Webpage to Host Chat Widget

To create a project using glitch.com that will enable you to host the customer-facing Bubble Chat widget, follow the steps below.

1. Loginto https://glitch.com/ using your Google account.

2. Click New Project in the upper right corner.

3. Select glitch-hello-website. A unique website to host the chat widget is created.

= Glitch Dashboard  Discover Teams HelpCenter Blog ¢ Upgrade

% Glitch is now part of Fastly, and we are very excited about what this means

Glitch is the friendly place w
everyone builds the web. Stz

, play with React, ol
new worlds with . Let

| Try Glitc

| Our newest .

B -

for the community! Read the full announcement here fastl}

Q New project

Starter apps Find More

D glitch-hello-node

A simple Node app built with
Fastify, instantly up and

running.

glitch-hello-react

Get started with a new React
project on Glitch!

n glitch-hello-eleventy

Build a new Eleventy blog on
Glitch!

glitch-hello-sqlite
Use a persistent sQLite

database with your Node.js
app.

Import from GitHub

N, | your own free links paée. ’
s

4. Scroll to the bottom of the page and choose Preview > Preview in a new window.


https://glitch.com/
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This is your own brand new website! Make an edit to your code by opening the TODO and following the steps!
@ purring-longing-knuckle « README.md “. EDIT MARKDOWN
‘3; Settings J_a\_taScr!pt. The code in the JavaScript file runs when the page loads, and when the
visitor clicks the button you can add below.
§/ Assets
Open each file and check out the comments (in gray) for more info.
(& Files +
AR Try this next =
(LIERIEE Take a look in TODO.md for next steps you can try out in your new site!
README .md H
T0DO. md Want a minimal version of this project to build your own website? Check out
Blank Websitel
index.html
script.js =
style.css
You built this with Glitch!
Glitch is a friendly community where millions of people come together to build web
apps and websites.
= Need more help? Check out our Help Center for answers to any common
questions.
= Ready to make it official? Become a paid Glitch member to boost your app with
| S ! " 1emory, domains and more.
Open preview pane
U5 Preview in a new window
i status 5% Locs TERMINAL [ TOOLS O PREVIEW

Note: Copy the URL allocated for your project, which will be used later in the Webex Engage Admin portal when setting
up the asset.

Creating Live Chat Asset in Webex Connect and Registering in Webex Engage

To create a Live Chat Asset in Webex Connect and register in Webex Engage, follow the steps below.

1. Loginto the Webex Connect tenant.

2. Navigate to Assets > Apps.
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Services

Create workspaces for

Numbers
Apps

§ Integrations

3. Click Configure New App.

a. Select Mobile/Web as the type.

b. Enter the Name of the asset.

C. Toggle to enable the Live Chat/In-App Messaging.

d. Select MQTT as the Primary Transport Protocol.

e. Select Web Socket as the Secondary Transport Protocol.

f. Select the Use Secured Port option.

Note: Retain all the default settings under Advanced Settings.

g. Click Save. The Register To Webex Engage is enabled.
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< Configure New App - Mobile & Web

You can use our Android, iOS, Cordova, and/or JavaScript SDKs for Push and Live Chat / In-App messaging to support these channels in your mobile and web apps. Refer SDK
quick start guides for more information.

Name &
[LiveChaLWebCaHback ] Register To Webex Engage Configure Outbound Webhooks pocs 5

Access Credentials
Please use this key and the appid to initialize the SDK. This combination is used to uniquely identify your App while communicating with Webex Connect.

Client Key
2BeFzXo8

Live Chat / In-App Messaging Q

Live Chat / In-App Messaging provides a fast, secure and bi-directional channel of communication on mobile and web Apps. Refer help docs for more info.
Primary Transport Protacol Secondary Transport Protocol

marT v | [ web socket v

Message delivery is attempted via primary protocol and in case of failure the delivery falls back on lower level of preferences. To know more, click here.

B UseSecured Port

[[J Enable Payload Encryption (7)

> Advanced Settings

4. Click Register To Webex Engage to link the external website to the Webex Connect/Webex Engage platform and
invoke the Webex Connect Flows.

5. Select Service from the drop-down list.

Note: Select the correct service containing the intended Webex Connect flows when registering the asset. The Ser-
vice 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 - LiveChat_WebCallback

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

[CCE and imiconnect integration using [~ ]
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6.

Once registered, you can verify if the asset has been successfully registered in Webex Engage by launching the We-
bex Engage administration console through Control Hub. If successful, you'll see the asset appear in the tab as given
below.

Chg

Tra

Assets

e —— 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
Templates different teams.
API Keys All Email f Facebook Livechat SMS WhatsApp
J
Channel Asset Detalls Asset Name D o Added On Priority Action
LiveChat b9a98942-8b8e-
LiveChat_Web -
LiveChat vethat We WebCallba 48e2-b9d8- 31 Jan 2023 23:38:53 0] &
Callback )
ck 09d445dbbe56(F

7.

8.

Under the Action column, click the Edit icon to modify the details of a Live Chat asset.

In the Websites tab, click ADD Website.

Contact Center Enterprise

Asset / LiveChat

Channel Assets -
< LiveChat
Templates Manage Livechat widget configurations.
API Keys General Websites

ADD Website

9.

Enter the Display Name in the customer chat widget to start a new conversation.
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Note: If a chat is initiated, the first message will be sent to Webex Connect. The default message is Hi there. This
will add the mentioned website to the Allowed List in Webex Engage, enabling the installation of the chat widget
script.

10. Under Domain, enter the website URL from glitch.me website that was created earlier.
Note: While entering the URL, remove the https keyword from the text box.

11. Select the Default Values.

12. Click Save Changes.

Asset [ LiveChat
I Channel Assets < Website Settings

Manage website level settings for the Livechat widget.
Templates

API Keys General Appearance Widget Visibility Banned Customers

Basic Details

Logo

Chat Widget Language @

_English (US) ") CCE Customer Service Demo

Display Name €@

powered by Webex Connect
[ CCE Customer Service Demo

Byline Text

powered by Webex Connect

\ J
Button Text

[ New Conversation

First message
Hi there |

\ J

Domain

You can choose to add a single or multiple sub-domains
(*.domain.com) for an asset based on the requirement.

Domain

13. In the Appearance tab, you can upload the company logo or icon that you want to display in the chat widget.
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General Appearance Widget Visibility Banned Customers
I Channel Assets
Templates Customize Widget Style
Logo
APl Keys Widget Color
[ nororor ''m CCE Customer Service Demo

powered by Webex Connect

Widget Button Type

GO00o
oo

You are now chatting with Chris

Upload Logo
UPLOAD LOGO

Note:The supported file formats for logo are .JPG, .JPEG, .PNG' with
maximum file size of 200 KB

14. Toggle all the options under Message Composer.
Note: You may want to test the attachments being sent from an end customer.

15. Click Save Changes.

Message composer

DY
) ) © 0
Show composer when quick replies are sent

Allow Emojis

Allow Attachments
Note:The supported file formats for attachment are .JPG, .JPEG, .GIF,

.PNG, .MP4, .MP3, .PDF, .DOCX, .DOC, .XLS, .XLSX, .CSV, .PPT, .PPTX,
WAV.

16. Navigate back to the asset and click the Installation tab.

17. Copy the script block.
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Asset [ LiveChat
< LiveChat

Templates Manage Livechat widget configurations.

I Channel Assets

APl Keys General Websites Installation

Note: Place the below script just above the * </body> * tag in your HTML DOM

<dlv id="divicw" data-bind="bd9e3d94-e7d8-1lec-99f8-12dae3dIbe6b™ data-or
g=""></div><scriptsvar i={t:function(t){var e="https://ciscostagingattac
h.imichat.io/widget/js/imichatinit.Js";try{var o=new XMLHttpRequest;o.onr
eadystatechange=function(){if(this.readyState==4){var t=document.getEleme
ntById("diview");if(this.status==0){i.o(t);return}var e=document.createEl
ement("script");e.innerHTML=this.responseText;t.parentNode.insertBefore
(e,t.nextSibling)}};o0.open("GET",e,true);o.send()}catch(s){console.error

18. Navigate to the project settings on the glitch.com website.

19. Paste the script block in the index.html tab.

Note: Ensure to paste the script block after the </body> HTML tag to make the chat button appear in the lower-
right corner of the web page.

= Glitch

This is your own brand new website! Make an edit to your code by opening the TODO and following the steps!

LSS o nie sy « index.html FRETTIER
% Settings This is the Glitch <strong>Hello Website</strong> project. You can
use it to build your own site. Check out README.md in the editor for
W Assets more info and next steps you can take!
</p>
!_é.\ Files + <!-- ADD BUTTO

added
he f

.gitignore

LICENSE
README . md
T0D0 . md you can use it for structure or cut it out & -->
index.html H <div class="Tlinks"></div>
7 <a
SCEIPEEHE class="btn--remix
style.css target="_top" .
href="https://glitch.com/edit/#! /remix/glitch-hello-website"
>
<img
src="https://cdn.glitch.com/605e2a51-d45f-4d87-a285-9410ad350515%2FLogo_Calor.svg?v=1618199565140"
alt=""
/>
Remix on Glitch
</a>
</footer>
</body>
<div id="diview" data-bind="bd9e3d94-e7d8-11lec-99f8-12dae3dobetb” data-org=""></div><script>var i={t:function(t){var e="https://cis
</html>

20. Reload the glitch.me website. The Start chat widget appears.

10
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Using this project

This is the Glitch Hello Website project. You can use it to build your own site. Check out README.md in the editor for more info and next steps you can take!

Hello World!

<\
e

= Remix one

21. Click Start Chat.

22. Click New Conversation to initiate a chat session.

The Hi there text that was configured in the Webex Engage asset automatically appears.

r more it

CCE Customer Service Demo

powered by Webex Connect

New Conversation

11
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= CCE Customer Service Demo

powered by Webex Connect

Hi there

Note: There won't be a response until the Live Chat inbound flow is set up in Webex Connect and has been associated

with the newly created Live Chat asset.

Creating Form Template and Linking Live Chat Asset with Live Chat Inbound Flow

The CCE Representative Flows bundle contains two Live Chat-specific channel Flows namely, Live_Chat_Inbound_Flow.workflow
and Live_Chat_Close_Flow.workflow.

When importing into the Webex Connect, the Asset ID, and the external website address must be entered as Custom Variables

in the Flow settings page for the two flows.

1. Inthe Webex Connect > Apps tab, copy the Asset ID of the Live Chat 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 ast 30 days

Channel Apps (6) Messages Sent Messages Received Actions

LiveChat_WebCallback ©
AEE ID:LI01111114

Service - CCE and imiconnect integration using DR API

2. Select Flow Settings > Custom Variables for the Live Chat Inbound Flow.

3. Enter the Asset ID to the Variable Name (appid).

Flow Settings

General Flow Outcomes Custom Variables

Define values for custom variables you have created in the flow.
Variable Name Default Value (Optional)

appid ’ LI01111114]

12
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4. Setthe value of the external website URL to the liveChatDomain variable.

Note: Remove the https keyword and any forward or backward slashes.

The flow contains a form template that will be presented to the customer to retrieve a few details, such as Customer
Name, Email Address, and so on. Additionally, the flow contains a few fields that determine the type of service being
requested to pass the correct Script Selector into the CCE system for queueing and routing.

5. Navigate to Tools > Templates to create a template.

Services

Create workspaces for your business cases or customer journeys. Y|

[a

Service metrics shown below are for last 30 days

Flows

Download SDKs

Geofences

Voice Media

Smart Links

Templates

Export Logs

Media Manager

6. Enter the Name of the template.
7. Select Channel as Live Chat/In-App Messaging.
8. Select Message Type as Form.
9. Enter Title.
Note: You can mark the form fields as mandatory or optional.

The Name field is returned as a response and is used in the Create Task node to pass the data into the CCE.
A sample screenshot is given below.

< Manage Template

Create dynamic templates for different channels and use them within Messaging API calls or flows.

Name

LiveChat_With_WebCallback

Channel

[ Live Chat / In-App Messaging ~

Message Configuration Preview

Message Type @

Form o

Title @

Configure your own form title here. This will be shown to user before displaying the form fields.

Welcome to the CCE Customer Service Demo. Can you please help us with a few details
before proceeding?

Welcome to the GCE Customer Service
Demo. Can you please help us with a fe
4 w details before proceeding?

Characters: 102/300

13
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L

Title @
Configure your own form title here. This will be shown to user before displaying the form fields.

Welcome to the CCE Customer Service Demo. Can you please help us with a few details
before proceeding?

Welcome to the CCE Customer Service
Demo. Can you please help us with a fe

\ ¥4 w details before proceeding?

Characters: 102/300

Form Fields
Qualify your contact's query by capturing details and use these attributes to route.

z
&
IE
o
I

+) Add Field Phone Number
Parameter Name Mandatory Field Action [:E
Email Address
Name Name true P
=
Text PhoneNumber true S T Query About =
Emai Emai = -
Dropdown Query true S o

10. Click Save to save the template.

11. Select the template for the Pre-Chat form node and Receive node.

[onConversati

Evaluzte PCI
Comgliance *

s /, '
— ; 2 > & /
| ) S ) |
@—{onBegin— + | @——{successh—t @ ® @—{noConversati._ 1> @ e @—[nConve > @=—{0nSuccess =] ‘# Qo Yoformre. - ® e 0——
‘ L., Wind (cor ]
Configure APP Evaluate Search Create Pre-chat form Receive Append
Event Conversation Conversation Conversation
\ ) P oo
\\\

12. Save the flow and make it live.
Note: Select the Live Chat asset created in earlier steps while making the flow live because of the reference to the Live
Chat/In-App Messaging node in the flow. Also, select the same Asset ID while making the Live_Chat_Close_Flow live to
enable the customers to close the chat session.

14
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