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ii Introduction

This workbook is designed to introduce you to the functions and capabilities of
Webex Contact Center.

[Technote: It would be good to have a printed copy of this exercise guide]

ii.1 Exercises

e This workbook contains 16 exercises for you to complete.

e Exercises are performed by using a web browser that has public access
to the Internet.

e The Control Hub URL for these exercises is:

https://admin.webex.com

e The Agent Client URL for these exercises is:

https://desktop.wxcc-usl.cisco.com

The Chat Test Website URL for these exercises is:

The Parameter in yellow will vary according to the Chat bubble configured
in the new exercises.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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1 Lab 1 — Creating Users in CH

Purpose: Creating Users in Control Hub and assigning them the corresponding
License.

Expected Completion Time: 30 minutes.

Pre-requisite: each student should possess a Gmail email account or 6
different email addresses.

You should create 6 Agents in Control Hub. As CH needs to have a unique
email address for each user (agent), we need 6 different email addresses.

One way to accomplish this task is to use the “Gmail dot trick”.

Tip! Using the Gmail dot trick is as easy as adding a dot anywhere in a Gmail address
before the @ sign while registering at a website. Such as g.tricks@gmail.com,
gtrick.s@gmail.com, or g.t.r.i.c.k.s@gmail.com. All the emails sent to these addresses will
actually go to gtricks@gmail.com.

Firstly we will create the primary email address.

1.11 [] Open your browser and go to
URL: https://www.google.com/gmail/about/#

1.12 [ Click on Create account

M Gmail

Get more done with
Gmail

Join 00 pacple--row

W Geooqge Miset n Gemad

Exoeri Grmail Jovi
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1.13 [ Enterin your first Name, WxCC(Your Intials) as alast name, and enter

your student password, then hit next.

Google
Create your Google Account

to continue to Gmail

e
[ Adam m I[ WxCCAN |
B 70 700 5w you ermared your narme comecty?
student wxccan @gmat com | >3
TR ®© fq

Sign in instead

Erghah (United Staces) =

One account. All of Google
working for you

1.14 [ Enterin your phone number, then hit next.

Google
Verify your phone number
For your security, Google wants to make sure it's really

you. Google will send a text message with a &-digh
werification code. Standard rafes apoly

o —]
= m

Your personal info is private & safe

Enghah {Ursted Statas)

Help

Bty

Add 10 LastPass?

G rovan ’
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1.15 [ Enterin your phone number, then press verify.

Add to LastPass?

o Eoogle.com

et e

Google
Verify your phone number

For your security, Google wants to make suro It's really
you. Google will send a text message with 3 6-digt
werification code. Standard rates apply

W (240) 6569201

I[G_.,,,,....,.,,..,ﬁ ]

Back

Bt

=

Your personal info is private & safe

Erghsh (United States) = Melp  Prvacy  Tems

1.16 [ Enter basic details, then press next.

Add to LastPass?

G ween /
Google LastPss s Not now

Adam, welcome to Google

@ studentwaccan@gmail.com

Frvane tuamives ogmonal)

Wl s your number for sccount security. It won't be visile 1o
chers.

Recovery email address (optional) = E

Wel use & 10 keep yout account secute

Month - Day Year Your personal nfo is private & safe
Your birthday

Gender -

Why we ask for this information

- =n

Englan (United States) « Help  Prvecy  Terms
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1.17 [ Press Skip.

NI
(of Ry of )

Google

Get more from your number

If you like, you can add your phone number 16 your

account Ter use across Google services. Learn more

For example, your number will be used to

[ Receive video calls & messages

G Make Google services, including ads, mare
Televant 1o you

Mare options

Back

Ereglsh {Uritid States) =

Add to LastPass?

G men,

LastFass .«

= P

Your persenal info is private & safe

Help  Pehacy  Terms

o

1.18 [] Press “l Agree™.

content such as more relevant search results;

o npe o y of

ones,

Deliver personalized ads, depending on your account

settings, both on Google services and on sites and

2pps that partner with Google;

* Impeove security by peotecting agamnst fraud and
wuse; and

« Conduct hytics
haw our services are used. We also have partners that
measure how our services are used Learn more
about these specific advertising and measwement
partners.

Combining data

We also combine this data among cur services and
across your devices for these purposes. For example,
depending on your account settings, we show you sds
based on information about your interests, which we can
derive from your use of Search and YouTube, and we use
data from trllions of search queries 10 buld spell-
correction models that we use across all of our services.

You're in control

Depending on your account settings, some of this data
may be associated with your Google Acceunt and we.
Treat this data as personal information. You can control
how we collect and use this data now by clicking "Maore
Options” below. You can always adjust your controls
ister or your consent for by visiting
My Account (myaccount google.com).

MORE OPTIONS v

Cancel

Enghah (United States) ~

Help  Pevacy  Tems
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1.19 [ Pressthe cogicon, scrolldownto thebottom of the slide outand
deselect theconversation view.

= M Gmail Q  Searchmail - oz s @
o- ¢ ¢ =1efl ¢ Quick settings ® B
O Primary 2 Social @ Promotions Ses all settings o
O inbox Ny
*  Starred D
© Swomed Get started with Gmail % O mpartant first L]
noo
= sent ) Cusicmize your o Change prafile . Impoet contacts o Get Gmall far a o
B oo inbox image " andmad miobile ) Uninead fiest
rafs
- More
Googhe Commanity Te. Adam, finish setting up your new Google Account - Hi Adam, Welcome 1o Gacgle. Your new account & 1248 P14 O stamed first +
B Newmeeting Prioity Inbox
B Join a meeting o Cusstomis
Hangauts 5 Multiple Inboses
&w - + Customize
READANG PANE
® Mo spin
0GB (0%) of 15 GB used Teremns - Privacy - Program Pelicies
Mansge ) might of inbox
No recent chats
St & raw 0o O Below inbox
EMAIL THREADING
Conversation view () »
2 9 4

1.20 [] Press “Reload”.

Grnall needs to refoad

sails of the same 1opic together

Gt

Now we can use an online tool to give us the relevant email addresses we can use with it.

1.21 [] Open your browser and go to
URL.: https://thebot.net/api/gmail/

9
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1.22 [ Enterin the first part of your “new” gmail address

NI
CISCO

G Gmail Dot Trick Generator

adamwxcean &  @gmail.com

Ermails

Generated: 1024
adam wxccan@gmail com
a.damowxcean@gmail.com
ad_amwxcean@gmail.com
a.d.amwxccan@gmail.com
ada.mwxccan@gmail.com
a.da.mwxccan@gmail.com
ad.a.mwxccani@gmad com
a.d.amuwccan@gmail com
adam, waccan@gmail.com
a.dam.wxccan@gmail com
ad.am. wxccan@gmai com
a.d.am. wxccan@gmail com
ada.m.wxccan@gmail.com
a.da.m. wxccan@gmail.com
ad.a.m. wxccan@gmail.com
a.d.am.wxccand@gmail.com

& Save

Made by lamlam for TEN.

1.23 [] savethefile

You now have a saved text file of email addresses that can be used to create new users.

Any emails send to one of the new email addresses will arrive in the original email box
created at the beginning.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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Creating multiple users in a Customer Tenant

1.24 [ Open your browser and go to

NI
CISCO

URL: https://admin.webex.com

Customer Org Admin
User: Your assigned Customer admin

1.25 [] Fromthe Overview screen, click on “Users”

| () Overview Overview
MONITORING
Webex Services ALL ONLINE
wl Analytics
-+~ Troubleshooting ° L °
Messenger Teams Calling
MANAGEMENT
(-} (-] (-}
Meetings Hybrid Services Control Hub
) Workspaces ) ) ()
3 Devices Developer API Room Devices Contact Center
88 Apps )
(B Account UCM Cloud
& Organization Settings
SERVICES Hybrid Services 7 INCOMPLETE
(O Messaging ") el e}
%, Calling Calendar Calendar (Office Calendar
(Google) 365) (Exchange)
4} Contact Center ) e e
O Hybrid Call Message Video Mesh
Serviceability

Devices
No Devices Added
Get your users collaborating by adding some devices.

Add Devices

What's New

Cisco CcovID-19
Webex Response Resources

= Webex business continuity resources for remote
work operational infrastructure challenges
Mar 21, 2020

= Technical resources for rapid remote work
solution deployment
Mar 2, 2020

= End user training and best practices for moving

to remote work
Mar 2, 2020

[F What's New

webex Control Hub

£ Groups

1.26 [ Then click on “Manage Users”.

@ Ucenses

Full Admin

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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1.27 [ Click “Manually Add or Modify Users”

Manage Users
Active Directory Directory Synchronization

@ Disabled

Turn on Directory Synchronization

Licenses Auto-Assign Licenses

Set up Auto-Assign Template

Modify Users

Manually Add or CSV Add or Modify Claim Users
Modify Users Users
Add or Modify up to 25 users. Add or modify users with a CSV
file

Export user list
View import history (tasks)

1.28 [ Click “Next”

Manage Users

/N Users will automatically be sent a welcome email from
Cisco.

You can change this setting on the account settings page.

1.29 [] Choose “Email address”. Type in “your” email details, when finished
click “Next”.

Tip! Your email address needs to be reachable from class and it needs to be unique.

You should use your main Gmail address (without extra dots this time).
Example: johnsmith@gmail.com

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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Manually Add or Modify Users

Enter up to 25 users to modify.

© Email address

Names and Email address

Manage users

]

1.30 [ Confirmthat it is a New User by clicking “Next”.

Users to be Added or Modified
Emal Address +

© ontacteenterstudent@gmail com

Manage users

Neme

c.ontactcenterstudent@gmail.com

E.d‘

1.31 [ Select the User Service Entitlements as show below, then, click “Next”.
Tip! Webex Teams and Webex CC are always mandatory,.
Webex Calling is necessary only if Users will also be Webex Calling Users.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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Manage users

Add Services for Users
Select the service entitlements that you want to provide to users.

() Messaging £ Meeting \, Calling Contact
Center

Free Public Collaboration Services

Basic Messaging Basic Space Meetings Call on Webex (1:1 call, non- None
PSTN)
Messaging Calling Customer Care
Advanced Messaging Webex Calling Contact Center
Professional Assign License Type @

© Premium Agent
Select User Role @
O Agent
Supervisor
Administrator

Standard Agent

Back Add Users |

Tip! The Webex Calling location “Office” was already created during the First Time
Setup Wizard

1.32 [ Click “Finish”.

Add Users

9

T 0 0

1 New user 0 Updated users 0 Ermors

1 Total records processed

I Finish I

14
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1.33 [ Click the user one time. You can edit thedisplay name, first name and
last name for the user.

webex Control Hub

E3 Giowps () Licenses

» Actve Full Adirin

1.34 [ Editthe user as follows: “CC Agent1” should be the first Agent Display
Name and then close the slide-out menu by clicking on “X”.

c.ontactcenterstudent@gmail.com

Q
— Not Verified - c.ontactcenterstudent@gmail.com
Profla  General  Meetings  Caling  Messaging  Hybrid Services  Devices
el Frtane I
pestname
Display Name. l CC Agent1 l

Email Address © ontactcenterstudent@gmail com

Preferred Email Language () English - American English w Using default setlings

Last Email Status Delivered | Last Sent: Jan 13, 2022, 1:55:09 PM

Name Labels Status: Not enrolled | Organization Setting: OFF (1)

Licenses () Messaging

1.35 [ Please open your Gmail email mailbox used to configure the first User.
You should be able to find an activation email to setthe user password.

Right-Click onthe blue button and openthe linkin private orincognito
mode.

Wl
cisco Wel

Webex CC Training Org is
waiting to collaborate with you
on Cisco Webex Teams.

Hi colleague

15
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1.36 [ Setthe password and close the browser incognito/private window.

Cisco \Webex

Create a new password
New password

Confirm new password

Save & Sign In

Tip! This process will activate the User in CH.

1.37 [ Now we have one user created, with first, last name and all the services
needed. We will then use this user as atemplate to generate 5 more. Click
on “Manage Users”.

1.38 [] On the “CSV Add or Modify Users”. Click on “Export user list” in order to
downloadthe current list of users, which includes theone you just created,
and the administrator. Click on the Export button.

Manage Users

Active Directory

Licenses

Modify Users

Manually Add or C3V Add or Modify Claim Users
Modify Users Users

Acd or Moddy up to 25 users. Add or modify users with a CSV
file.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information. -
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Note: This exported_usersis acsv file.

1.39 [ Open the downloaded file exported_users.csv in excel orin a text editor

Export User Attributes

Gathering data for export may take a while. During
this time you cannot sign out, or refresh your

browser or the export will be canceled.

Cancel Export

such as Visual Studio Code, notepad++ or sublime:

A B €

First Name Last Name Display Name
asenavl+student

User ID/Email (Required)
il.com asenavl+student i

D

1
2
3
4
5
6

Delete the row corresponding to the Tenant Admin User (e.qg.

Carlos  Rodriguez asenavlt+userltest@gmail.com

asenavl+userltest@gmail.com

F G H | J

webexcc+studentXX@gmail.com).

Copytherow that has the manually created userin it, 4 times.
After that, edit the 5 rows with the information provided below.

Oncedone, savethefileto your PC.

First Name

Last Name

Display
Name

UserID /Email

CC

Agent 2

CC Agent2

(see “Gmail dot trick”
Tip to generate different
addresses)

CC

Agent 3

CC Agent3

(see “Gmail dot trick”
Tip to generate different
addresses)

CC

Agent 4

CC Agent4

(see “Gmail dot trick”
Tip to generate different
addresses)

CC

Agent5

CC Agent5

(see “Gmail dot trick”
Tip to generate different
addresses)

CcC

Agent 6

CC Agent6

(see “Gmail dot trick”
Tip to generate different
addresses)

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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In the end you only need to have 5 rows, under Header row, just the 5 new users.

In order to avoid errors, copy the row of first user you manually created 4 times, and
edit it with info contained in the table above.

Leave the rest of the fields the same.

Tip! Their email address should be reachable from class and it needs to be unique,
please make sure you will use the Gmail dot trick explained before.

1.40 [ saveyourfile.

1.41 [ Navigate back to Manage Users, click on CSV Add or Modify Users and

then Next.
Manage Users
Active Directory Directory Synchronization =
e Disabled
Turn on Directory Synchronization
Licenses Auto-Assign Licenses

Set up Auto-Assign Template

Modify Users

Manually Add or CSV Add or Modify Claim Users
Modify Users Users
Add or Modify up to 25 users. Add or modify users with a CSV

file

Export user list
View import history (tasks)

Manage Users

/N Users will automatically be sent a welcome email from

Cisco.

You can change this setting on the account settings page.

pack

18
© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.




Lab Guide
Cisco confidential

1.42 [] OnImport click on “click to browse“and upload your csv file.

Manage Users

Bulk Add or Modify Users

compieted, upload changes. Download CSV template

Add senvices if cells are set to TRUE! remove services set to FALSE
For Webex Meeting kconses, assion atty
assign attendee role, f cells are set to 'FALSE' attendee role will not be assigned. L

1 More

s 7

Export Import

Export user attributes of

° Users In my orga
Users outside my  Leam
organization more.

for

This method requires the uploaded content to match current ficense subscriptions. To add or update users, export the current user template
below 10 edit user attnbutes. The Eligible For column in the Export CSV is governed by the Migrate Content setting in the Settings tab. Once

I¢ee role in the “<sitename>-attendee” column with “TRUE™ or ‘FALSE' # cells are set 10 TRUE'

1.43 [] Then click on “Next”.

Manage Users

Bulk Add or Modify Users

This methed requires the uploaded content to match current license subscriptions. To add or update users, export the current user template
below to edit user attributes. The Eligible For celumn in the Export CSV is governed by the Migrate Content setting in the Settings tab. Once
completed, upload changes. Download CSV template

Add services if cells are set to 'TRUE; remove services set to 'FALSE!

For Webex Meeting licenses, assign attendee role in the "<sitename>-attendee” column with "TRUE' or 'FALSE! If cells are set to “TRUE"

assign attendee role, if cells are set to 'FALSE' attendee role will not be assigned. Learn More

File ready for import
exported_users (8).csv

Remove File

Import Options
Select C5V import behavior. For efther option, no changes are made for blank C5V cells

© Add services only
Add services if cells are set to 'TRUE'. No services will be removed.

Add and remove services

Add services if cells are set to 'TRUE' and remove services set to 'FALSE'.

If your .csv import fails, CH will inform you of the details allowingfor a

quick-fix!

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.

NI
(of Ry of )




atfean]s
Lab Guide CISCO

Cisco confidential

1.44 [J When yourimport successfully, Click on the “X” to exit Managed Users.

]

Tasks

I Active Errors Import Status

CSV Import 304 PM

Added Updated Errors

1.45 [ You should now activate these 5 new users by clicking on their
activation links and opening them in incognito mode, as you did for the first
CC Agent.

STO P! Please do not proceed until instructed to do so.

20
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2 Lab 2 — Configuring Tenant Global Settings

Purpose: Checking and Configuring Tenant Global Settings.
Expected Completion Time: 10 minutes.

Provisioning a Tenant under the main Service Provider

2.1 [ Open yourbrowserand go to

URL: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

2.2 [ onceloggedin, click “Contact Center” (under Services), then “Settings”,
as indicatedin the following picture.

webex Control Hub

Contact Center

2.3 [ Click the link “Go to Webex Contact Center Management Portal” to enter
the Tenant Portal.

21
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® -
webex Control Hub 8 o @
Contact Center
)
\\\\\\\\\ Security Settings. 1 1P ustomer dz
I o Content Security Policy
Alowed Lt
ciscocossracom  +siaco.com
Advanced Confguration  Webex Contact Center Managemer,
(]

2.4 [ A new browsertab will be opened in your browser. Click on thefirst tab
of the Tenant Portal, theone next to Dashboard.

.

Entry Point - Site

level Dashboard

2.5 [ In the “General Settings” make sure thatthe Tenant Time Zone is set as
“America/New_York”

Student0d | Local Time @ webexcc+EUJ1T webexco+ELIT7 ~ o

Student00 a

General Settings  Provisioning  Sefiing

Tenant Details

Name

Description

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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2.6 [ Click the “Settings” tab and then click on “Edit” at the bottom of the
page.

Call Settings

2.7 [ changethe Record Pause Durationto 60 seconds.

Recording Pause Duration 60 seconds

2.8 [ Click on “Save”.

STOP! Pieasedo not proceed untilinstructed to do so.

23
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3 Lab 3 — Provisioning Skills, Skill Profiles and MM Profiles

Purpose: Provisioning MM Profiles, Sites and Teams
Expected Completion Time: 30 minutes.

Provisioning a Tenant under the main Service Provider

3.1 [ Openyourbrowserand go to

URL.: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

3.2 [ Onceloggedin, click “Contact Center” (under Services), then “Settings”,
as indicatedin the following picture.

webex Control Hub

Contact Center

24
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3.3 [ Click the link “Go to Webex Contact Center Management Portal” to enter

the Tenant Portal.

webex Control Hub

Contact Center

Advanced Configuration  Webex

3.4 [ Select the “Provisioning” icon and then select “Multimedia Profiles”

=]
© Muitimedia Profiles
I—

Studentd0 | Local Time @ webexcc+EUJT7 webexco+EUIT =

s

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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3.5 [ Click “+ New multimedia Profile”

Studenton | Local Time @ webexco+ELLIT7 webexcos U7 » o

#

Studentoo Dashboard Multimedia Profil

Multimedia Profiles

a I + New Mulimedia Profle I :

z
Hame Voice Email chat Status D

# T Prof [ Aute

s

“

3.6 L[] Fillinthe information next to the red boxes, then click save.

Studento | Local Time @ webexce+EUJ17 webexce+ELJT7 ~ L4

Student0d Dashboard X | Multimedia Profiles

o
@

Multimedia Profiles > Add

Multimedia Profile

Profile Details

X

Description | |

[} Media Details

This mode allows agents to focus on one customer contact at a time. Select the channel types for which the agents receive contacts.

B voice [ Beoail

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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3.7 [ Select the “Provisioning” icon and then select “Skills” then “Skills
Definition”

Stwidento0 | Local Time @ Webexco+ELITT WebBRCHEUIT o

BO¢

o Skills v

©  Skill Definition

3.8 [ Click “ + New Skill Definition”

Studenton | Local Time (@ webexcoHELLIT7 webexcetELLIT7 ~ o

Name Deseription Type Service Level Threshold Status D

27
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3.9 [ Fillintheinformation next tothe red boxes, then click save.

Student00 | Local Time @w

Student00 Dashboard x| Multimedia Profiles>  Skill Definition x
Skill Definition
[e}
Name English I
b 3
Description
=
| Service Level Threshold 120 |
(1}

Type Proficiency v
8

> =

3.10 [ create another Proficiency Skill, called German, with a Service Level of
120 and a Boolean Skill, called WxCC Certified, with a Service Level of 0.
Your screen should looklike this.

Skill Definitions &
Name Descri ption Type Service Level Threshold Status D
ngl 12 [ ciive | 2
1 e}
es [lcurs H

(2]

Copyright © 2021 Cisco Systems Inc. All rights reserved Version 1.2.1.3175
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3.11 [ Select the “Provisioning” icon and then select “Skills” then “Skills
Profile”

Description Type Service Level Threshold Status D

Skills

Skill Definition

9

Version 1.2.1.3175

3.12 [ Click “ + New Skill Profile”

Skill Profiles
+ New Skl Profile
Nams Description o
Copyright © 2021 Cisco Systems Inc. All rights reserved Version 1.2.1.3175

3.13 [ Provision a new skill profile as follows and then click on “Save”.
The name of the skill profile should be English 9-German 3-CC-Cert

29
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Skill Profile

General Sedtings

WHp £ s Prafirs

Hame Lol - JUU-Cenl
Desipticn
Activ Skils
sele! shill Rame skill Type shill valwe
B Cunlect Cener Gertifed Dol B Falie
-]
B English Fiuitien; -
B
B Germen Fruicieng ——

3.14 [IcClick on “New Skill Profile

3.15 [IProvision a new skill profile as follows and then click on “Save”.

The name of the skill profile should be English 3-German 9-CC-Cert

Skill Profile B 8 kIl - ad
sl Setings
Harme Erglsh & Germean 9 00 Cent

Deseriptian
At Shils
Seliet kil Rame skl Tppe kil vals
[ ] Contzat Cerier Certtiad Bazkan B i
-] g rcenct ——
a SR -

3.16 [] Click on “New Skill Profile”

3.17 [ Provision a new skill profile as follows and then click on “Save”.

The name of the skill profile should be English 9-German 3

Skill Profile Rl € skl Psfies - 1
Genaral Sattings
Waine | Erglsd-Geman3

Destnplion
Mctive Skils
select shill Hame: skill Type kil vahe
[ -] Cartact Center Cartfed e n @ res
B Lryieh i ®
B Gemen ficency e ]

© 2021 Cisco and/or its affiliates.
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3.18 [] Click on “New Skill Profile”

3.19 [ Provision the following skill profile as follows and then click on “Save”.

The name of the skill profile should be English 3-German 9

Skill Profile Rty @ shl
Ganoal Satiings
Wame | Evpish 2Geman

Desenplion
dctiva Skils
seleet shill Hame sxil Type il Vel
B ifd Ty &) Fas:
[ ] qish 1  ———
[ ] 1

STOP! Pieasedo not proceed untilinstructed to do so.
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4 Lab 4 — Provisioning Sites and Teams

Purpose: Provisioning Sites and Teams
Expected Completion Time: 30 minutes.

Provisioning a Tenant under the main Service Provider

4.1 [ Open yourbrowserand go to

URL.: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

4.2 [ Onceloggedin, click “Contact Center” (under Services), then “Settings”,
as indicatedin the following picture.

webex Control Hub oo @

Contact Center

32
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4.3 [ Click the link “Go to Webex Contact Center Management Portal” to enter

the Tenant Portal.

webex Control Hub Foc

Contact Center

Viebex GC Training Org | Local Tine @ wacetrainingadimi
shboard
! C &
Al O A -
C  Doies ¢

n wcctrainingadmin =

o

atfean]s
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4.5 [ Click “+ New Site”

> Training Org | Local Time

4.6 [ Fillin theinformation next to the red box, then click save.

Webex CC Training Org | Local Time
1

Site s “

Genaral Settings
1

F——"

=

Advanced Settings
. Muttimedia Profile Defauli_Telephory_Profie

- D €D
Copyright © 2020 Cisco Systems Inc. All rights reserved Varsion 1.2,1.3111
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4.7 [ Repeat steps 4.5 and 4.6 and create “Site Two”

Wiebex CC Tralning Org | Local Time @ wxcctrainingadmin wacctralningadmin =

atfean]s
CISCO

4.8 [ Select the “Provisioning” icon and then select “Team”

ebex CC Training Org | Local Time @ woce

ingadmin wicctrainingadmin =

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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4.9 [ Click “+ New Team”

€ Training Org | Local Time | dmi tralningadmin =

am Site Type Toam Status Deskiop Layout

4.10 [ Fillin the information next to the red boxes, then click save.

Wiebex CC Tralning Org | Local Teme @ wacctrainingadmin wxcctrainingadmin =

Genaral Settings

1
e One
=
Type Capacity Based () Agent Based
» Team Stz (&) In Service Mot Available
“
Advanced Settings
k]
oN
Capatity
Skill Profile Select
Multimedia Profile None
Agents
Dskiop Laycat Global Layout

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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4.11 [ Repeat steps 4.9 and 4.10and create the following teams:

4.11 Team Name 412 Site
Team B Site One
Team C Site Two
TeamD Site Two

STOP! Pieasedo not proceed untilinstructed to do so.
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5 Lab 5 - Provisioning Auxiliary Codes, Agent Profiles and Configuring
Agents and Creating a Supervisor.

Purpose: Creating new Idle and Wrap-Up codes, a new Agent Profile and
configuring 6 Agents plus a Supervisor.

Expected Completion Time: 40 minutes.

Provisioning a Tenant under the main Service Provider

5.1 [ Open yourbrowserand go to

URL.: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

5.2 [ Onceloggedin, click “Contact Center” (under Services), then “Settings”,
as indicatedin the following picture.

webex Control Hub

Contact Center

38
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5.3 [ Click the link “Go to Webex Contact Center Management Portal” to enter

the Tenant Portal.

webex Control Hub Foc

Contact Center

Viebex GC Training Org | Local Tine @ wacetrainingadimi
shboard
! C &
Al O A -
C  Doies ¢

n wcctrainingadmin =

o

atfean]s
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5.5 [ Click “+ Work Type”

> Training Org | Local Time

Name Description

BAE

5.6 [ Fillin theinformation as next to the red boxes, then click save

Webex CC Training Org | Local Time

p | ”

Description

& Type (@ Idie Code | Wirap Up Code

Copyright © 2020 Cisco Systems Inc. Al rights reserved Version 1.2.1.3111
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5.7 [ Create a Wrap Up work type called “Main Wrap Codes” —remember to
changetheradio button tothe newwork type.

5.8 [ Selectthe “Provisioning” icon and then select “Auxiliary Codes”

Wiebex CC Tralning Org | Local Time @ wxcctrainingadmin wacctralningadmin = o

shboard

5.9 [ Click “+ New Idle Code”

Wiebex CC Tralning Org | Local Time @ wxcctrainingadmin wacctralningadmin = o

41
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5.10 [] Fillin theinformation as next to the red boxes, then click save

Webex CC Training Org | Local Time

-

Is Default on

Work Type Main idle Codes
3
DD €=

Copyright © 2020 Cisco Systems Inc. Al rights reserved Version 1.2.1.3111

5.11 [ Create a New Wrap Up Code called “Support Issue” in the Main Wrap
Codes work type. —rememberto changethe radio button to the Wrap Up
Codes.

5.12 [] Select the “Provisioning” icon and then select “Agent Profiles”

Wiebex CC Tralning Org | Local Time @ wxcctrainingadmin wacctralningadmin = o

shboard

42
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5.13 [ Click “ + New Agent Profile”

> Training Org | Local Time

5.14 [ Fill in the information as next to the red boxes, then click “Auxiliary
Codes”

Agent Profile a @

General Information . porstion Dial Plan  Agent DN Validation  Agent Viewable Statisti
1 [ —

General Information

Descriptian
’
Parent Type Tenant
Sereen Popups on
Last Agent Routing on

Copyright © 2020 Cisco Systoms Inc. Al righ Version 1.2.1.3111
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5.15 [ Fill in the information as next to the red boxes, then click “Collaboration”

 Auiisry Codes Dial Plan Ager

3
Auxiliary Codes
-~
Wrap Up Settings  (3) Manual Wrap Up Auto Wrap Up With Time Out Of
Agent Available After Outcial on
'
Allow Aute Wrap Up Extension on

Wrap Up Codes Al © Specific
Seect Wrap Up Codes -

Al (@ Specinc
oveion Cooes | D LI :

Copyright © 2020 Cisco Systems Inc. All rights reserved Version 1.2.1.3111

5.16 [ Fillin the information as next to the red boxes, then click “Agent
Viewable Statistics”

Genaral Information  Ausilary Codes Collsboration Dial Plan  Agert DN Validati
3 —

Collaboration

Entry Point / Queus Transler Targets Al Specific &) None
AN (=) Specifc None
' [ osna [ oo [ Teano |

Consult To Gueue on

Vaersion 1,2.1.3111

Copyright © 2020 Cisco Systoms Inc. Al righ
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5.17 [ Fillin theinformation as next to the red boxes, then click Save

Dial Plan  Agert DN Validation  Agent Viewabile Statistics  Agent Thresholds

Agent Viewable Statistics

Queue Statistics ® An Specific None

.
[ teom i ] tean [ eamc | oo | -

Copyright © 2020 Cisco Systems Inc. All rights reserved Version 1.2.1.3111

5.18 [] Select the “Provisioning” icon and then select “Users”

Webex CC Training Org | Local Time @ wocctrainingadmin wxcctrainingadmin = o

&

45
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5.19 [ Click the three dots next to “Agent 1” and select edit.

> Training Org | Local Time

4

Contact Center Enabled

[ ] =
" ] 3
[ ] [ Actie |
[~ ] =3
[ ] [ Actie |
[~ ] =3
= [ Actie |
[~ ] 3
[ ] [ Actie |

Last Name Display Name Email Site User Prafile

5.20 [ Fillin the information as next to the red boxes, then scroll down the
page”

Jeiar e o

General Settings

Usermname
First Name
Last Name
Email
Country
State

City

Strent

Wark
Mobile

Zip Code
User Profile

Contact Center Enabled

Status

bowebex trainer+student] @gmail.com
cc
Agant 1

Bewabex tainers student | Bgmail com

Pramiven Ag

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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5.21 [ Fill in the information as next to the red boxes, then click save.
Contact Center Enabled IR
T
English 9-German 3-CC-Cert
Agent Desktop Settings A
Gl
5.22 [] Repeat steps 5.19to 5.21 using thetable below.
Agent Site Team Skill Profile Agent Profile MM Profile
Agent 2 One A English 9-German | Agent Desktop | Omni channel
3-CC-Cert Settings A
Agent 3 One B English 9-German | Agent Desktop | Omni channel
3 Settings A
Agent 4 One B English 9-German | Agent Desktop | Omni channel
3 Settings A
Agent5 Two C English 3-German | Agent Desktop | Omni channel
9-CC-Cert Settings A
Agent 6 Two D English 3-German | Agent Desktop | Omni channel
9 Settings A

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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5.23 [ Create a new User called “Supervisor” with a Supervisor license in
Control Hub. —Remember the steps are described in Lab 1 if required (make
sure to activate them).

5.24 [] Select the “Provisioning” icon and then select “User Profiles”

Wiebex CC Tralning Org | Local Time @ wxcctrainingadmin wacctralningadmin = o

shboard

5.25 [] Click “ + New User Profile”

Webex CC Tralning Org | Local Time f wxcctrainingad wixcctrainingadmin = o
User Profiles o A
3
Name Description Profile Type Status [+]

I ==

=
'
4

48
© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.




atfean]s
Lab Guide CISCO

Cisco confidential

5.26 [] Fill in the information as next to the red boxes, then click “Module
Settings”.

Webex ©C Training Org | Local Time @ wace
T ; !
User Profile a @
Gunwral Suttings Accass Rights
Fl
General Settings

=
Supenvisor Recarding
Description

'
Profile Type | 5

Copyright © 2020 Cisco Systems Inc, All rights reserved Versien 1.2.1.3111

User Profile a o

tings Module Settings

Module Settings

Module Access Al ® Specific
Nons . Recording Management e

Agant Desktop

Call Monitaring

Noms . menage racorsings L
Call Recording Edit .
e s [
Multimedia
Nore
custom atvibues TGO
Provisioning Nome
secwiykers [
Reporting and Anabytics None
Routing Strategy None

49
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5.28 [] Fillin theinformation as next to the red boxes, then click save.

User Profile & 3
Module Settings  Access Rights
N
Access Rights
-
]
aueves  [[EEDD
]
EEIE BT
- Toam A(Siio Oma) | » Toam Bi(Sa0 One) | » Team Cisite Two)

Copyright © 2020 Cisco Systems Inc. All rights reserved Version 1.2.1.3111

5.29 [] Select the “Provisioning” icon and then select “Users”

Webex CC Training Org | Local Time @ wocctrainingadmin wxcctrainingadmin = o

&

50
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5.30 [ Click the three dots next to “Supervisor” and select edit.

Webex CC Training Org | Local Time @ wocctrainingadmin wacctrainingadmin = o
Lt = o

Last Name Display Name Email Site User Prafile Contact Conter Enabled Status
3 3

o | =3

o - | [ Actie |

o | =3

- | [ Actie |

o | 3

[ ] [ Actie |

[~ ] =3

©

5.31 [ Fillin the information as next to the red boxes, then click save.

Jeiar e o

General Settings

Username bewebesx. trainers supendsor i @gmail.com

First Name Supervisar

Last Name Suparvisor

Email

Country
State
City

Strent

Wark
Mobile
Zip Code

Contact Center Enabled on

STOP! Pieasedo not proceed untilinstructed to do so.
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Lab 6 — Provisioning Entry Points and Queues and adding
Resources

Purpose: Provisioning Entry Points and Queues and adding Resources
Expected Completion Time: 15 minutes.

Provisioning a Tenant under the main Service Provider

6.1

6.2

(] Open your browser and go to

URL: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

atfean]s
CISCO

[ Onceloggedin, click “Contact Center” (under Services), then “Settings”,
as indicatedin the following picture.

webex Control Hub

Contact Center

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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6.3 [ Click the link “Go to Webex Contact Center Management Portal” to enter

the Tenant Portal.

webex Control Hub

Contact Center

6.4 [ Selectthe “Provisioning” icon and then select “Entry Points/Queues”,

finally Entry Point.

Wiebex CC Training Org | Local Time

& wocctralningadmin wxcctrainingadmin =

o

atfean]s
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6.8 [ Click “+ New Entry Point”

& wc

©C Tralning Org | Local Time iningadmin wxcctrainingadmin =

Name Channel Type Daescription Status o

atfean]s
CISCO

Entry Point &

General Settings

F
=
Description
Type
. VP

Channel Type Tel

Advanced Settings

Senvice Level Threshold 120 secands

Time Zane (routing Strategies Only) Detault {Tenant Time Zane]

Copyright © 2020 Cisco Systems Inc. Al rights reserved

Versien 1.2.1.3111
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6.5 [ Selectthe “Provisioning” icon and then select “Entry Points/Queues”,
finally Queue.

Wiebex CC Tralning Org | Local Time @ wxcctrainingadmin wacctralningadmin = o

6.8 [ Click “+ New Queue”

Wiebex CC Tralning Org | Local Time @ wxcctrainingadmin wacctralningadmin = o

Status
[ ncves |
3
£33
3

Mame Channel Type Description

55
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6.8 [ Fillin the information as next to the red boxes, then click “+ Add Group”.

CC Training Org | Local Time @ waxcctrainingadmin wacctrainingadmin = o

'S
Webex CC Training Org  Dashboard X | SkillDefinitionx  SkilProfile x  Users Queue
Queue BHelp Q Queues - Add
General Settings
1
Engiish_Queue
#
Description
Type  Queue

Channel Type || Telephony .
“

Contact Routing Settings

Note: Queue Routing Type cannot be edited once the queue is created.
Agent Selection | (2) Longest Available Agent
if multiple agents meet the skill criteria for the contact, select the agent who has been idle for the longest.

Best Available Agent

f multiple t the skill criteria for the contact, select the agent with highest proficiency in the required skills

Call Distribution  Add a Call Distribution Group to associate one or more teams with this queue. Add multiple groups to distribute calls to more
teams as time in queue progresses. Note that call distribution acts independently from other queue login defined in routing flows.

6.8 [ Fillin the information as in the red boxes, then click “Save Group”
followed by “Close”.

Add Call Distribution Group

Team Name Site Name Status Team Type
eamB ite-1 n Service Agent Based
English

Team Old

French
Complaints Supervisor Only NY Electr n Senv nt Based
Agent Based
ent Based
city Based

t Based

t Based

nt Based

Shawing 1 to 12 of 12 entries

Add Group As

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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6.6 [ Scrolldown the page, fill in theinformation next to the red boxes and

then click “Save”.

atfean]s
CISCO

Teams

Team Name

Advanced Settings

Permit Monitoring

Record All Calls

Pause/Resume Enabled

Recarding Pause Duration 10

Service Level Threshald 120

Maximum Time in Queue 100

Default Music in Queue

Time Zone (Routing Strategies Only)

defaultmusic_on_hold.wav

Default {Tenant Time Zone)

B Save

seconds

6.7 [ Now create 3more queues as displayedin the table

Name Channel Routing Teams Service Max Time | Default
Type Level in Queue | Music

German_Queue | Telephony | Skil Based | A,B,C,D 120 100 Default_on-
— Longest hold
Available

English_NonCert | Telephony | Skil Based | A,B,C,D 120 100 Default_on-
—Longest hold
Available

German_NonCert | Telephony | Skill Based | A,B,C,D 120 100 Default_on-
—Longest hold
Available

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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6.8 [ Select the “Routing Strategies”.

> Training Org | Local Time 0w

Channel Type Description

BAEEAA

6.9 [ Selectthe “Resources” dropdown, then “Audio Files”.

Routing Strategy Predeteed Emai IR

Select Entry Pont/Quaus O Chat_EP

Current-Chat_EP_RS

Routing Strategy - Chat Reason Mapping Details

58
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6.10 [] Click the “ + New” button

Audio Files : Audia Fi

C

pseures Name Last Updated

Copyright © 2020 Cisco Systems Inc. Al rights reserved. Version 1.2.1.3111

6.11 [] Click the “ Browse” button and search for the All-Calls-Are-Recorded.wav
downloaded with the Labs folder at the start of thecourse. Then click save.

Upload Resource

Resource Name

File L Browse...

Copyright © 2020 Cisco Systems Inc. Al rights reserved. Version 1.2.1.3111
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6.12 [ Repeat Steps 6.8 and 6.9 for all of the following files: -

CC_Cert_8khz.wav

Eng_Ger-8khz.wav

Shut.wav

Welcome_to_Contact_Center-8khz.wav

STOP! pleasedo not proceed untilinstructed to do so.
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7 Lab 7 — Provisioning a Flow

Purpose: Provisioning a flow
Expected Completion Time: 30 minutes.

Provisioning a Tenant under the main Service Provider

7.1 [ Open yourbrowserand go to

URL.: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

7.2 [ Onceloggedin, click “Contact Center” (under Services), then “Settings”,
as indicatedin the following picture.

webex Control Hub oo @

Contact Center

61
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7.3 [ Click the link “Go to Webex Contact Center Management Portal” to enter

the Tenant Portal.

webex Control Hub

Contact Center

Advanced Configuration  Webex Contact Cents

7.4 [ Select the “Routing Strategy” icon.

Channel Type Dascr

Wiebex CC Training Org | Local Time

BAEEAA

@ wocctraining

admin wxcctralningadmin =

o

atfean]s
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7.5 [ Click the “Flows” button.

Routing Strategy

Select Entry Poant/Quaus O Chat_EP

NI
CISCO

Current-Chat_EP_RS

Routing Strategy - Chat Reason Mapping Details

7.6 [ Select the “+ New” icon.

Copyright © 2020 Cisco Systems Inc. AJ rights reserved.

Version 1.2.1.3111
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7.7 [ Enterin the Name “VoiceFlow”

7.8 [ Drag and drop the icons to create the following image.

Flow Name

Enter value

Flow Name must be unique with no spaces. It can oaly contain
alphanumerics and underscores.

NI
(of Ry of )

Cisco Webex
Flow Designer

ACTIVITY LIBRARY
(CALL HANDUNG

® Py Message

24 Queue Gontact

= Menu

@ Colict Digits

%) Feadback

& vinual Agent

Q camack

B screen Pop

F Pay Music

5 Bind Transfer

%8 Disconnect Cantact
Q GetQueue Info
FLOW CONTROL

X End Flow

(x) Set variable

< HTTP Request

Autosave Enabled @

Voice_Flow &

22 Main Flow

NewPhoneCo...
O siat Fiom

Event = NewPhoneContact

4 Event Flows

@ Help

Ly 4 EnglishMenu

Quous Cantact

r = EnglishQueue
No desc

4 Cenifed

siption defined

2 NonCeifed

Welcome
Play Mossage

s

iescription defined

© Add New
‘—L Ervor Hanciing ~

= MainMeny Entry Timeout .|
Unmatched Entry (=

1 Engish

2 German -

© Add New 4= GermanMenu
=" Menu

P— ~

Enry Timeout -

Unmatched Entry L e -
1 Cenifed L
2 MenCentited -~
© A tiew
Froransing B
Entry Timeout -
Unmatched Entry -

% EngNonCert

Queus Cantact

N description defined

= GermanQueue
Queve Contact

No description defined

{1 (5¢ GerNonCert

Queue Contact

Na. od

—_

%

P—

%

-

4

PlayMusicl
Play Music:

P A

EndFiow]
End Flow

x

Pa—

%

Validation: Off

@ 9
Publish Flow
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7.9 [ Click on the “PlayMessage” Icon and change the settings to match what
is shown below.

@ Welcome x
Play Message Activity Settings

General Settings ~

Activity Label

Welcome

Activity Description

Enter a Description

Prompt ~

Enable Text-to-Speech

Add the ability to read dynamic messages. These messages can
contain variables and be used in a sequence with audio files. If
typing variables, use this syntax: {{ variable }}. You can also use
SSML to construct the message. If using SSML, insert it inside the

<speak></speak> tags

Add one or more audio files to play in a sequence. ©

1 Welcome_to_Contact_Center-8khz.wav

-

N
Add New )
- v

Qutput Variables

No Activity Output Variables available in this activity.

7.10 [ Click on the “Menu1” Icon and change the settings to match whatis

shown below.

= MainMenu X
Menu Activity Settings

General Settings ~

Activity Label

MainMenu

Activity Description

Enter a Description

Prompt ~

Enable Text-to-Speech

Add the ability to read dynamic messages. These messages can
contain variables and be used in a sequence with audio files. You
can also use SSML to construct the message. If typing variables,
use this syntax: {{ variable }}.

Add one or more audio files to play in a sequence. @

1 Eng_Ger-8khz.wav v
T
( Add New )
\ J

Make Prompt Interruptible
Allow an input or event 1o Interrupt the message before it ends

Custom Menu Links ~

Configure one or more menu links that lead the caller down to
different branches of flow based on the selected digit.

i~ MainMenu X
Menu Activity Settings

1 Eng_Ger-8khzwav ~
N
(" AddNew )
\ J

Make Prompt Interruptible

Allow an input or event to interrupt the message before it ends

Custom Menu Links ~

Configure one or more menu links that lead the caller down to
different branches of flow based on the selected digit.

DIGIT NUMBER LINK DESCRIPTION
1 v English v}
2 v German a
o
( Add New )
\ J
Advanced Settings ~
Entry Timeout @& 3 seconds
Qutput Variables ~

MainMenu OptionEntered
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Lab Guide CISCO

Cisco confidential

7.11 [ Click on the “Menu2” Icon and change the settings to match what is
shown below.

1= EnglishMenu X

Menu Activity Settings = Egﬂllscmiﬂngs .
General Settings ~ use this syntax: {{ variable }) o
Activity Label Add one or more audio files to play in a sequence. ©
EnglishMenu

1 CC_Cert_8khz.wav v
Activity Description

——

o Add New )

Enter a Description R

y Make Prompt Interruptible

Allow an input or event to interrupt the message befors it ends.

Custom Menu Links ~

Enable Text-to-S h
nable Text-to=speec Configure one or more menu links that lead the caller down to

Add the ability to read dynamic messages. These messages can gifferent branches of flow based on the selected digit.

contain variables and be used in a sequence with audio files. You
can also use SSML to construct the message. If typing variables,

use this syntax: {{ variable }} DIGIT NUMBER LINK DESCRIPTION
Add one or more audio files to play in a sequence. © a
pleyina seq 1w Certified g
1 CC_Cert_8khzwav v -
2 v NonCertified g
o
( Add New ) TR
— ( AddNew )
N J
Make Prompt Interruptible
Allow an Input of event to Interrupt the message before it ends. Advanced Settings ~
o m Menu Links ~ Entry Timeout © 3 seconds
Configure one or more menu links that lead the caller down to
different branches of flow based on the selected digit. Output Variables -~

7.12 [ Click on the “Menu3” Icon and changethe settings to match whatis
shown below.

.~ GermanMenu *
.~ GermanMenu X Menu Activity Settings
T Menu Activity Settings _ _
use this syntax: {{ variable }}.
General Settings ~
Add one or more audio files to play in a sequence. @
Activity Label
1 CC_Cert_8khz.wav v
GermanMenu
e
Activity Description Iy Add New J
Enter a Description Make Prompt Interruptible
4 Allow an input or event to interrupt the message before it ends
Prompt ~ Custom Menu Links ~
Enable Text-to-Speech Configure one or more menu links that lead the caller down to
Add the ability to read dynamic messages. These messages can different branches of flow based on the selected dlglt'
contain variables and be used in a sequence with audio files. You
can also use SSML to construct the message. If typing variables, DIGIT NUMBER LINK DESCRIPTION
use this syntax: {{ variable }}.
Add one or more audio files to play in a sequence. @ 1 v Certified u}
1 CC_Cert_8khz.wav v 2 v NonCertified [u]
(" AddNew ) (" AddNew )
. . . >y
Make Prompt Interruptible
Allow an input or event 1o Interrupt the message before it ends. Advanced Settings ~
Entry Timeout © 3 seconds
Custom Menu Links ~
Configure one or more menu links that lead the caller down to
different branches of flow based on the selected digit. QOutput Variables “~
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7.13 [ Click on the “QueueContact1” Icon and change the settings to match
what is shown below.

» EnglishQueue x
Queue Contact Activity Settings
% EnglishQueue =
General Settings ~ Queue Contact Activity Settings

Activity Label

Skill Requirement Details -0
EnglishQueue .
Skill © WxCC Certified v
Activity Description .
Condition © IS v
Enter a Description
P Value @ True v
Add Skill Requirement
Contact Handling ~
Skill Relaxation ~
Select a queue where contacts in this path of the flow are sent.
o @) Enable kil Relaxation
Queue Skill Relaxation allows you to moify skill requirements s the time in
English_Queue v queue progresses, so the number of eligible agents increases.

Skill Relaxation Steps

Add steps to relax skill requirements over time in queue. Consider using
Skill Requirements ~ common time intervals to align Skill Relaxation with queue logic in the flow
and with Call Distribution settings configured for teams in the queue.

Skill Requirements -
Add one or more skill requirement{s) to assign to contacts In this queue. Skill Relaxation Step 1 }—“‘i u]

After waiting in queue for: 30 seconds
Skill Requirement Details g in q

j_
Ll
=]

. Set skill requirements to:
Skill © English

<

English >= 9 Va
Condition © >= i

Add Skill Requirement
Value @ 9 v

faioo i in o H = Skill Relaxation Step 2 Y

m]

. EnglishQueue x

Queue Contact Activity Settings

Skill Relaxation Steps

Add steps to relax skill requirements over time in queue. Consider using
‘common time intervals to align Skill Relaxation with queue logic in the flow
and with Call Distribution settings configured for teams in the queue.

Skill Relaxation Step 1 -0
After waiting in queue for: 30 seconds
Set skill requirements to:

English >= § P2

Add Skill Requirement

SKill Relaxation Step 2 Ly8

After waiting in queue for: 30 seconds
Set skill requirements to:

English >= 3 ra

Add Skill Requirement
Add Skill Relaxation Step

Output Variables ~

EnglishQueue. Queueld
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7.14 [ Click on the “QueueContact2” Icon and change the settings to match
what is shown below.

%
% EngNonCert EngNonCert x

Queue Contact Activity Settings B Queue Contact Activity Settings

General Settings A
Value © 9 v

Activity Label

EngNonCert Add Skill Requirement

Activity Description Skill Relaxation ~

y @) Enable Skill Relaxation

Skill Relaxation allows you to modify skill requirements as the time in
queue progresses, so the number of eligible agents increases.

Enter a Description

Contact Handlin ~ . .
9 Skill Relaxation Steps
. . Add steps to relax skill requirements over time in queue. Consider using
Selecta queus where contacts in this path of the flow are sent. common time intervals to align Skill Relaxation with queue logic in the flow
and with Call Distribution settings configured for teams in the queue.
Queue @
English_NonCert s Skill Relaxation Step 1 |_d
After waiting in queue for: 30 seconds
Skill Requirements ~ Set skill requirements to:
English >= 3 7

Skill Requirements
Add one or more skill requirement(s) to assign to contacts in this gueue.

Add Skill Requirement
Skill Requirement Details
Skill ® English v Add Skill Relaxation Step

—
r

Condition © >= v Output Variables ~
Value @ 9 v EngNonCert.Queueld
—
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7.15 [ Click on the “QueueContact3” Icon and change the settings to match
what is shown below.

5 GermanQueue x w GermanQueue *
Queue Contact Activity Settings Queue Contact Activity Settings
General Settings S
Skill Requirement Detals -0
Activity Label ;
Skill & WxCC Certified v
GermanQueue
Condition © IS v
Activity Description
Enter a Description Value © True W
=
Add Skill Requirement
Contact Handling ~ Skill Relaxation N
Select a queue where contacts in this path of the flow are sent. . :
g P () Enable Skill Relaxation
o) Skill Relaxation allows you to modify skill requirements as the time in
Queue queue progresses, so the number of eligible agents increases.
German_Queue W
Skill Relaxation Steps
Add steps to relax skill requirements over time in queue. Consider using
common time intervals to align Skill Relaxation with gueue logic in the flow
Skill Requirements ~ and with Call Distribution settings configured for teams in the queue.
Skill Requirements Skill Relaxation Step 1 |_|T.| g
Add one or more skill requirement(s) 1o assign 1o contacts in this queue. -
After waiting in queue for: 30 seconds

Skill Requirement Details

T
r
(=)

Set skill requirements to:
Skill © German

v

German >= 9 a
Condition © >= v

Add Skill Requirement
Value © 9 v
senn e i 2= Skill Step 2 Z 0
5 GermanQueue X

Queue Contact Activity Settings

Skill Relaxation Steps

Add steps to relax skill requirements over time in queue. Consider using
common time intervals to align Skill Relaxation with queue logic in the flow
and with Call Distribution settings configured for teams in the queue.

Skill Relaxation Step 1 A0
After waiting in queue for: 30 seconds

Set skill requirements to:

German >= 9 ra

Add Skill Requirement

Skill Relaxation Step 2 n10

After waiting in queue for: 30 seconds
Set skill requirements to:

German >= 3 Va

Add Skill Requirement
Add Skill Relaxation Step

Output Variables ~

‘GermanQueue.Queueld
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7.16 [ Click on the “QueueContact4” Icon and change the settings to match

what is shown below.

w  GerNonCert X

Queue Contact Activity Settings

Activity Label
GerNonCert

Activity Description

Enter a Description

Select a queue where contacts in this path of the flow are sent.

Queue @

German_NonCert v

Skill Requirements
Add one or more skill requirement(s) to assign 1o contacts in this queue.

Skill Requirement Details

—
o

General Settings ~

Contact Handling ~

Skill Requirements A

»¢  GerNonGert X

Queue Contact Activity Settings

Skill © German ~
Condition © = pv3

Value ® 9 ~

Add Skill Requirement

Skill Relaxation ~

@ Enable Skill Relaxation

Skill Relaxation allows you to modify skill requirements as the time in
queue progresses, so the number of eligible agents increases.

Skill Relaxation Steps

Add steps to relax skill requirements over time in queue. Consider using
common time intervals to align Skill Relaxation with queue logic in the flow
and with Call Distribution settings configured for teams in the queue.

Skill Relaxation Step 1

—
]

After waiting in queue for: 30 seconds
Set skill requirements to:

German >= 3 a

Add Skill Requirement

Skill © German Y4
Condition & >= ~ Add Skill Relaxation Step
Value @ 9 v
Output Variables ~
I
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7.17 [ Click on the “PlayMusic1” Icon and change the settings to match what is

shown below.

A HoldMusic X

Play Music Activity Settings
General Settings ~

Activity Label
HoldMusic

Activity Description

Enter a Description

Music Settings ~

Select an audio file that plays music to the caller and configure
details about how the music is played.
Music File

defaultmusic_on_hold.wav b

Start Offset ©
0 seconds

Ensure that the input resclves to a numeric value in seconds. If typing
wvarlables in an expression, use this syntax: {{ variable }}

Music Duration ©

100 seconds

.18 [ Click on the “EndFlow1” Icon and change the settings to match what is

shown below.

« EndFlow s
End Flow Activity Settings

General Settings ~

Activity Label
EndFlow

Activity Description

Enter a Description

Output Variables ~

No Activity Output Variables available in this activity.
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7.19 [ Click on the “Event Flows” Icon and drag in the icons to match what is
shown below. Then clickbackto “Main Flow”

@ Play Message

3¢ Queue Contact
= Menu

@) Collect Digits

] Feedback

B virtual Agent

Q Caback

& screen Pop

A Play Music

&% Bind Transfer

% Disconnect Contact
Q Get Queue Info
FLOW CONTROL ~
X End Flow

() Set Variabie

@ HTTP Request

B BRE Request

= Pase

52 Main Flow 4 Event Flows @ Help
Agentanswered EndFlow
O v Handir 5 @ £ ow
Event = Agentinswered
PhoneContact.. EndFlow
—
B9 coen ancer % e Fiow
Event = PhaneContactnded
AgentDisconn...
BY cortvanaer T () Eréfow
Event » AgeniDisconnected

& a

o AgentAnsweres

Event Settings

Event Detals ~

Event ©

Agentanswered

Event Description
The Agentanswered eveal s Iigpésd When an 30en answers an intaund
call and inemupts the cusiomer's experience in a quewe. The event will noi be.
rgqered uniess 3 Queus Gontact actvty Is used In te Mai Fiow

Recommended Event Flow

Use the Screen Pop activity 1o send custom cantent o the Agent Deeskiop.
Use a Condition or Case activ fine ifferent avent
handing behavior based on cri Flaw

Output Variables ~
Agenianswered QueueName  AgentAnswered TeamiD
Agentanswered TeamName  AgentAnswered TenantiD
AgentAnswersd. CAD

7.20 [ Turn on the “Validation” switch, confirm no errors and then publish the

Flow.

NI
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Cisco \Webex
Flow Designer

@ Play Message

3¢ Queue Contact
1= Menu

@) Collect Digits

% Feedback

B vinual agent

% Calback

[2 screen Pop

A may music

& Bind Transter

% Disconnect Gontact
Q Get Queuve Info
FLOW CONTROL ~
X EndFlow

(%) Setvariable

& HTTP Request

B BRE Request

= Parse

Voice_Flow #
&l Main Flow 4 Event Flows @ Help
L3 4. EngiishMenu
= e
EnglishQueue
s - - Queue Contact
1 Ceriified -—
2 MNonCenified -
- © Add Hew
Erar Handing o
Entry Timeaut - Ly [5g) EngNonCert
Queus Contact
Unmatched Entry .
5 (5 GermanQueve
i GermanMenu Gueus Contact
= Menu
-
- Cuntom Linka Py
1 Certted .
et -— GerNonCert
§ tomcomiea o x Queue Cantact
-]
e Hating ~
Entry Timeout .
Unmatchea Entry -
@ a

.

¢

PlayMusic1 T

l 5 EndFlow (F

Validation Details
Flow Esors: 0

Flow has o errors and can be pubished

Recommendations: 1

1. Suggest to add description for the activity

Dismiss Recommendanons

« EndFlow *

End Flow Activity Settings
General Settings ~

Activity Label
EndFlow

Activity Description

Enter a Description

Output Variables -

No Activity Output Variables available in this activity.

. ) Validation: On Publish Fi
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7.21 [ Click “Publish Flow”

Publish Flow

Before proceeding, test all expressions and ensure that the flow
works as desired. Validation does not guarantee that the flow will
successfully run. Once published, the flow can be added to Entry
Point Routing Strategies for use in five voice interactions. If you
are ready to proceed, click Publish.

Cancel Publish Flow

STOP! Pieasedo not proceed untilinstructed to do so.
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8 Lab 8 — Entry Point and Queue Routing Strategies, DN to EP Mapping

Purpose: Entry Point and Queue Routing Strategies, DN to EP Mapping
Expected Completion Time: 30 minutes.

Provisioning a Tenant under the main Service Provider

8.1 [ Open yourbrowserand go to

URL.: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

8.2 [ Onceloggedin, click “Contact Center” (under Services), then “Settings”,
as indicatedin the following picture.

webex Control Hub

Contact Center
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8.3 [ Click the link “Go to Webex Contact Center Management Portal” to enter

the Tenant Portal.

webex Control Hub

Contact Center

Advanced Configuration  Webex Contact Cents

8.4 [ Selectthe “Routing Strategy” icon.

Channel Type Dascr

Wiebex CC Training Org | Local Time

BAEEAA

@ wocctraining

admin wxcctralningadmin =

o

atfean]s
CISCO
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8.5 [ Selectthe “Voice EP” fromthe drop down list.

Routing Strategy B List View - @

Select Entry Point/Queue == Voice Quewe

Routing Strategy - Vieam Mapping Details

Routing Strategy B List View - @

Select Entry Posnt/Queue 0 Volce EF

Name 1o Status Detault Virtuad Agent RAepetition Start Date Start Time End Time End Date

Routing Strategy - Vieam Mapping Details
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8.7 [ Fillin theinformation as next to the red boxes, then click save.

@ wcctrainingadmin wa

atfean]s
CISCO

Create Routing Strategy

General Settings

M-F Day Enterprise Name  Webex CC Training Org
soue [ .
Time Settings
Advanced Settings
Music on Hold defavitmusic_on_hold wav

Flag a3 Default Routing Strategy

Call Contral

E Voicefow
[=Dio=p

8.8 [ Create an Out of Hours Flow that plays a message saying the contact
centreis shut and then hangs up. Applyitto a Night Routing Strategy and a
Weekend Routing Strategy. —Hint you have to createall of these things
yourselves.

8.9 [ Selectthe “Provisioning” icon and then select “Entry Point Mappings”.

@ wacctriningadmin wacctrainingadmin = ©F

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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8.10 [ Click the “ + New Mapping” icon.

‘Webex CC Training Org | Local Time @ wecctrainingadmin wicctrainingadmin =

Entry Point Mappings
Dialed Numbers & 2l Messaging

Select Entry Point Al

oN Entry Point o

8.11 [ Fillin the information as next to the red boxes, using the number
available to you, then click save.

Webex CC Training Org | Local Time @ wcctrainingadmin wacctrainingadmin = L

New Dialed Number Mapping L

Webex Calling

Webex Calling

Location Office
.

Copyright © 2020 Cisco Systims Ine. All ights resenad Varsion 1.2.1.3111

STOP! Pieasedo not proceed untilinstructed to do so.
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9 Lab 9 — Queues and Routing Design Solution

Purpose: Design a working solution for a given example
Expected Completion Time: 30 minutes.

Design a Solution for the following Customer on a piece of paper

9.1 [ You have received a call from “Billie Joe Real Estate”. They have a central call
center which receives calls about from a large selection of customers. They have
decided to go with the WXCC solution and have sent you an email with the particulars
of the way their current system runs. Your job is to design the call flow for this
customer.

Hello Cisco,
This our call flow breakdown as requested, if you could match it that would be sweet!!
Calls come into our Main Auto Attendant and depending on the time get answered as follows:-

0900hrs to 1730hrs these options play
1. General Queue

Billing Queue

Real Estate Queue

Emergency Queue

Repeat Menu

*H W

01730hrs to 0900hrs these options play
1. Emergency Queue
2. Leave a voicemail on 2406569987

We have 4 groups of agents, General, Billing, Real Estate and Emergency.

The General, Billing and Real Estate queues all play our Music on Hold, with a repeating
message every minute saying we are sorry they are waiting. They are answered by the longest
available agent and never leave the Queue.

The Emergency Queue does the same during the day, but at night we stack up any calls (still
playing MOH and Comfort message) and only deliver one at a time to our duty Cell phone
(2406768876).

Regards
Billy Joe

STOP! Pieasedo not proceed untilinstructed to do so.
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10 Lab 10 - Setting up a Call Monitoring Schedule and a Call Recording
Schedule

Purpose: Entry Point and Queue Routing Strategies, DN to EP Mapping
Expected Completion Time: 30 minutes.

Provisioning a Tenant under the main Service Provider

10.1 [] Open your browser and go to

URL: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

10.2 [ Onceloggedin, click “Contact Center” (under Services), then “Settings”,
as indicatedin the following picture.

webex Control Hub

Contact Center
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10.3 [ Click the link “Go to Webex Contact Center Management Portal” to enter

10.4 [] Select the “Call Monitoring” icon.

the Tenant Portal.

webex Control Hub

Contact Center

Advanced Configuration  Webex Contact Cents

Wb C

=G Training Org | Local Time

& wccusningedmin worcusiningsdein + <8
Da
Entry Point - Site level Dashibasrd
il Manitaring
I I o) o &
I ng
2 £a
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10.5 [ Enter a callback number, hit register, then select Schedule.

NI
CISCO

Manitoring Filter

Queus
(e
Site

L= ]

Eé‘
3

§
2

Callback Numbear

Usae Invisible Mode

E0ther U5, Format

Current Calls Status

Calts Being Monitared

Queue Site Team Agent

Monitor Requests

Request Type Queus Site

Copyright © 2020 Cisco Systems Inc. All fights reserved

Version 1.2.1.3111

10.6 [] Select List View then click “+ New Schedule”

Copyright © 2020 Cisco Systems Inc. Al rights reserved.

Version 1.2.1.3111
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10.7 [ Fillin the information as next to the red boxes, then click save.

atfean]s
CISCO

General Settings

Enterprise

Webax CC Training Org

g

Enterprise Time Zone  Eastern Standard Time

Advanced Settings

-z =D

Start Date =] Stan Time ]
2 ot ©
Day Of Weak A Days
Manitaring Detaits
Callback Number  248sgazo; (@) Other 18 Format
Filter By | Queue Sites Teams Agents

10.8 [] Select the “Call Recording”icon.

Last Name

Display Name

Email

User Profile

Contact Center Enabled

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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10.9 [] Select the “Voice Queue” from the drop down list, then select List View.

Recording Schedules Calondar Viow

Queue CQueus-1

<> o F_er 2020 ] o ooyt

Sun Mon Tue Wed Thu Fri Sat

10.10[] Click “+ New Schedule”

Recording Schedules

Queve  Voice Queve

Id Nameo Porcomage Start Time End Time Start Dats End Date Day Of Weok Active

k_Copyright © 2020 Cisco Systems Inc, Al rights reserved. Version 1.2,1.3111
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10.11[1] Fill in the information as next to the red boxes, then click save.

Enterprise  Webex CC Training Org Enterprise Time Zone  Eastern Standard Time

Example CQueue  Vokce Cusue

Advanced Settings

Start Date B 02-Dec-2020 Staet Time @ om0

End Date B 02-Dec-2099 End Time © MW

omy Ot Avomr - OB 000o
sues (I

Recording Details

Enable Pause Resume “ | Pause Duration (in Sec) &0 |
Percerttage 50.0

Filter By  Sites Teams Agents

Version 1.2.1.3111

Copyright © 2020 Cisco Systems Inc, All rights reserved.

STOP! Pieasedo not proceed untilinstructed to do so.
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11 Lab 11 - Agent Desktop Client

Purpose: Login to the Agent Desktop Client for the first time.
Estimated execution time: 10 minutes.

Download the Agent Desktop template

11.1 [ If you are still logged in the portal, log off, open your browser and go to

URL: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

11.2 [J Onceloggedin then click “Contact Center” as indicated in the following
picture.

G Overview Overview
Webex Services L NI Dwvices - Onboarding
(] [} ] [¢]
Na Devi Added
............ ° ° ® e Poteraisl New Lsers 0
s e Delayed Convarsions 0
L] L] L
B o What's New
(-] O L
Cisco
T | 5 e Webex

samvces
Messaging ° ° °
e Admin Capabilities
s o o
Hybrid e
e
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11.3 [ Click “Settings” on the horizontal menu bar.

webex Control Hub

Contact Center

Connectors | Settings

Create a Template

11.4 [] Scroll Down and click on the link “Go to Webex Contact Center
Management Portal” to enter the Tenant Portal.
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11.5 [ A new browser tab will be opened in your browser. Click on “Desktop
Layout”.

Webex CC Trainil

O Deskiop Layout

11.6 [ Click on the three dots on the “Global Layout”, then on “View”.

&
" Training Org  Dashboard i
Desktop Layout

Q

+ New Layout
: 3

me Description Assigned Last Modified Last Edited

- ]

°p
7]
i
<
2
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11.7 [ Click on “Default Desktop Layout.json” button and open the file.

Desktop Layout

Hame

Description

. s [

Jsan File

11.8 [ The downloaded file enables you modify the look and feel of the Agent
desktop. The purpose of this part of the lab is so you know howto get hold

of it and could make changes if required. We will NOT be doing that in this
lab.

Testing Voice Interactions

Prepare the Supervisor to dial the Voice Entry point number, from Webex Calling
(another altemative is to use a mobile phone with teams).

In order to use Webex Calling totest the voice side of our setup, you should firstadd
Webex calling to your Supervisorand Agent 1.

In Control Hub, go to Users, select the Supervisor, click on Edit Licenses.

webex Control Hub

< [ The Supervisor m Genera 9 Hybrid Services  Devices Action
uicke Display Name
Email Address co.ntacteenterstudent@gmai.com
Preferted Email Language (3 English - American Engish v Using default setiings
Lest Emall Status Dalivered | Last Sent: Jan 14, 2022, 1:45:48 PM
Name Labels Status: Mot enrolled | Grganization Seting: OFf
Licenses () Messaging Basic Messaging
£ Mesting Basic Space Mestings
%, Calling Call on Webex {1:1 call, nan-PSTN)

Administrator roles Nane

Security Reset Accass Revoke user access tokens for the Webex app on deskiop, web, and mobbe. This deletes any cached content and prompts the user
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Services enabled for The Supervisor
(") Messaging &2 Meeting S, Calling

Free Public Collsboration Services

@ Basic Messaging josic Space Meetngs (D [ Call on Webex (1:1 call,
non-PSTN)

Licensed Collaboration Services

Calling
- Webex Calling
Professional

Assign Numbers

Usar Location Phona Numbsr

The Supervisor
contactcenterstudent@gmail.com

Office “  Mone

Contact
Center

Customer Care

Bl Contact Center
Assign License Type 0
© Premium Agent

Select User Role O
Agent

© Supenisor

Standard Agent

Extenzion

1007

Do the same for Agent1 except make their extension 1001.

Then you need to modify the Calling Behaviour to Webex Calling App forthe
supervisor. With this done, you can have the Supervisor use the Webex Calling App

for calls and have the Agent use Teams.

In Control Hub, go to Users, select the Supervisor a slide out will appear, scrolldown

and click on Calling Behaviour, and select Webex Calling App.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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webex Control Hub

General

General Settings

~  The Supervisor

® Active - co.nmtactcenterstudent@gmail com

Profle  General  Meetings  Calling  Messaging  Hybrid Services  Devices
Cancel Save

Calling Behavior
Ghaose how this user makes calls in Webex.

Organization Seting: Calling in Webex
Use the setting you've specified at the organization level

Galling in Webex

Make calls directly in Webex, backed by Webex Calling or Hybrid Calling.

Calling In Webex {Unified GM)

Make calls in 2 third-party calling app or through a cross-launch from Webex app

Download Webex Calling App for the supervisor

Login to https://settings.webex.com/ with the supervisor credentials. Click on “Webex
Calling” this will cross launch CUP in a new browser tab.

Cisco Webex
Settings

Webex Calling | My Devices

CC Supervisor

91
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Goto “My Apps”

Clsco Webex
gy

Goto “My Apps”, and Download the Webex Calling Desktop App

Cisco Webex

Open Webex Calling and login with the supervisor credentials

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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0 Webex Calling - b
File  [Ednt
Webex Calling
By clicking the below “Sgn In® bution, you
will be nechrected 1o Othes logen foieen

cisco

o *

Edit Contscts Calls Comensbons  Window

9

Welcame 1o Welbsx Teams
'S fice 19 el you

Prepare the Agent toreceive calls from Teams.

Login to Teams with the Agent One’s credentials. (You will have to log out of teams
that is using your current credentials) Take note of the Agent Extension.

Crisiti & S

i
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Logging in to the Agent Client and Making the Agent Available to receive
interactions

Login the Agent Desktop with your Agent credentials, and use your extensionas a
number.

11.9 [] Make sure you arelogged in as your CC Agent One. Please usea
browserwindow opened in private/incognito mode.

URL: https://desktop.wxcc-usl.cisco.com
Login: CC Agent 1’s email address
Password: your password

11.10[1 In the next screen, Select “Extension” and provision your Agent
Extension of 1001, then click Submit.

Dist Number

=]

If you are using @ Webex Calling device, provide the
Webex Calling extension conbgured by your
administrator.

Team

~ [ED)]

11.11[] Now on the “Status Now” dropdown menu select “Available”.

G Ween Contact Carter wu~ o

L]
u L8

X

94
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Dial the Voice Entry Point number, from the Supervisor Webex Calling app, answer
form the Agent Teams, and play with the Agent Desktop environment.

STOP! Pieasedo not proceed untilinstructed to do so.

95
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12 Lab 12 - Configuring Virtual Agent
Purpose: configuring a Customer Virtual Agent via DialogFlow.
Estimated execution time: 20minutes.
Pre-requisite: each student should possess a Dialogflow account:
https://dialogflow.cloud.google.com/
Tip! You may also log in to Google Cloud Platform with your Gmail credentials.
Creation of a DialogFlow Agent for Customer Virtual Assistant
We will first need to create a Google DialogFlow Agent with specific Intentsin orderto
enable a Customer Virtual Assistant.
12.1 [ Log in to https:/[dialogflow.cloud.google.com/
é ooRion] e~ Welcome to Dialogflow!
Uil Don't know where to begin? Let us help you get started
( -ur:(-' ﬂ
96
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12.2 [ Configure the default Agent parameters as shown in the next picture

and click “Create”.

NI
(of Ry of )

Dislog i CREATE
‘ Diskoghow . Defaultagent

°
> Dot
Dby CX
@ seppurtis
41 Accownt ’
Logent B Set s Mege Agess

12.3 [ Inthe next screen click on “Prebuilt Agents™.

We want to reuse a prebuilt agent dealing with Flights. Actually, you will have to

train the agent following the guidelines included in the Google DialogF low

website according to your specific purpose.

Dialogflow
’ Essentials  °

DefaultAgent v
a Intents +
Entities

Knowledge <)
Fulfillment

Integrations

Training

Validation

History

[1 Default Fallback Intent

® Default Welcome Intent

No regular intents yet. Create the first one.

Intents are mappings between a user's queries and actions fulfilled by
your software. Read more here.

Before you start, check ouf Prebuilt Agents, k collection of agents

developed BYtNE DTS00 TOW team.

Qv
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12.4 [ Inthe next screen search forthe “Flights” tile.

Flights

Onceyou have found it, clickon it and select “Import”

12.5 [J Assoon astheimportis done, give aname to the agent, keep Create a
new Google project, and click on “Create Agent from Template”.

. Dialogflow

Create an agent from a template

Rew agent narmse

Gaogle Cloud projest

12.6 [] Click on “Go to Agent”.

’ Dialogflow

Your Dialogflow agent has been created

GO TO AGENT |

98
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12.7 [ Inthe next pageon thegeariconin orderto open the Agent Settings.

Dialogflow

Essentials
Flights-CVA -
© +

=1 Intents +

12.8 [ Inthe Agent Settings page, look for the “Google Project” URL. Take
note of the Project ID name. Click onthe “Project ID” link so you can cross-
launch the service account screen.

@ Dooior o FlightsCVA :
Essentials g SAVE
Fights CVA - R Genersl  Languages  MLSettings  Exportendimport  Emvronments  Speech  Share  Advanced
o +
] iments + DESCRIPTION
3 This Bgent alows your 8pp 1o help users search for flights, bock flights and answer FAQ
i Emities +
] Knowledge ™ DEFALLT TIME ZONE
4 Fulfitment (GMT-500) Amenca/New_York
L) Inegrations
GOOGLE PROJECT
Training
Project I [ fights<vagha -I
() validation
D BETATEATORES
© @ Enble beta features and APis
[;] Analytics. Be the first 10 get ac0ess 10 the newest features and latest APTs. (Full Vi-beta APT reference)
[ Prebui Agents LOG SETTINGS
@@ Log mteractions 1o Dialogfiow
' Swell Taik Collect and store user queries Logging must be enabled in order 30 use Training, History and Analytics

12.9 [ Select “United States” as a country and check the term of service. Click
“Agree and continue”

Tarme o Rarvae.

90 Mo uinge Tnad A Frn
. oy oy b 0t b
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12.10[] In the next page click on “Go to Project Settings”

oogle Cloud Platform 3

A Home N DASHBOARD AcTIVITY RECOMMENDATIONS /' CUSTOMIZE
¥ Pinsappear here @ x
@  How Google Cloud s helping during COVID-19. Learn more DISMISS

¥ Marketplace
B siling $¢ Projectinfo H W1 APls H & Google Cloud Platform status i
API  APIs & Services > Prjectnme Requests (requests/sec) Al services normal

fights-cvaubo
. Project ID
T Support > fights-cvaiubo > GotoCloud status dashboard
© 1AM & Admin 5 Project number

85099764860

nitori

® Getting started Z= Monitoring i

ADD PEOPLE TO THIS PROJECT STS—
D Security >

P | -
M, Compliance
@ Requests: 001775
View all dashboards
Anthos ’ & Resources H

<> Goto APIs overview

12.11[] In the next pageclick on “Service Accounts”

Google Cloud Platform

O 1AM & Admin Settings EJMIGRATE  § SHUTDOWN
T Project name
flights-cva-uho SAVE
©  identity & Organization
ProjectiD
&, Policy Traubleshooter fights-cva-uho
8 Policy Analyzer i
350997684860
@ tLabels Location
& Setings
Access Transparency
° Privacy& Seqirlny To enable Ac nsparency, please confirm your eligiiility and contact support.
@ Icentity-Aware Proxy

12.12[] In the next page click on “Create Service Account”

2 fightscvajuho v

Google Cloud Platform

Service accounts

1AM & Admin

2 UM Service accounts for project ‘flights-cva-juho’

Identity & Organization A service account

s 0

Policy Troubleshooter

Policy Analyzer

@

Organization Policies

Sarvice Accounts

Labels.

Settings

e & € & 0

Privacy & Security

Identity-Aware Proxy

L}

represents s Googhe Clowd service Mentay, such as code runming on Compute Engine VM

O ema Status Name 4 Descrigtion Keyld  Keycrestiondate  Actions
N

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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12.13[] Give anameto the Service account, givea description and click on
“Create”

Google Cloud Platform & fii

O 1AM Admin Create service account
& uM
@ Service account details
@ entity & Organization
A, Policy Troutseshoater
B Poliey Analyzer
"X ¢
@ Orasnezaon Poliies
Senice aceeunt description
pg—— [
P— Descrioe what s serve secaunt will 42
& Senings
@  Provacy & Securty -
B My Prosy Grant this service account access to project
= Roles (optional)
B vt Logs .
€) Grant users access to this service account (optional)
@ Esseniial Contacts
[T cancer
1t Greups
a

12.14[] Select “Dialogflow APl Admin” as Role and click on “+ Add Another
Role” and then select “Dialogflow API Client”. This will add a second Role.
Click on “Continue”

= Google Cloud Platform 3« flights-cvajuho + @ Search products and resources
e 1AM & Admin Create service account
w2 IAM @ Service account details

©  Wentiy & Organization . . .
Grant this service account access to project
%, Policy Troubleshooter (optional)

o mat w

6 Plicy Analyzer
complete specific actions on the resources in your project. Leam more

a Conditian
sondtion L}

k|
@ Labels

Congiton
& Settings P w
@  Privacy & Security
& Identity-Aware Proxy

+ ADD ANOTHER ROLE

= Rows
oo
@ Essemial Comacts
s Groups © Grant users access to this service account (optional)

[ [
.
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12.15[] Click on “Done”

3] Create service account HIDE INFO PANEL
WM Permissions
@ Service account details
@  Wentity & Organization
~ N R @ snow innesed permissians
A, Policy Troutieshaater ° Grant this service account access to project
(optional)
@ Policy Analyzer = Fiter e o
@  Organization Policies © Grant users access 1o this service account (optional) Foln / Member 4 Inheritance
‘Gran access 10 users of groups that need to perfor actians o5 this senvice > Owmer {1}
B service Accoums sccount, Lesm more
% Labels
(]
& Settings ¥ 1603 4 VM wath tis garvics account
@  Prvacy  Securiy
L]
W Wdentity-Aware Proxy St hes sarvics account
= Roes
B Audtlogs
@  Essential Contacts
1 Greups
a

12.16[] Click on the 3dots ontherightside of your new Service Account. Then
click on “Manage keys”.

Google Cloud Platform

8 1AM & Admin Service accounts + CREATE SERVICEACCOUNT W DELETE  +2 MANAGE ACCESS
] 2 z
Service accounts for project ‘flights-cva-fke9

©  identity & Organization As e 1 Engine app, of systems ranning
A Policy Traubleshooter S e
B Policy Ansiyzer

= Filter o erty name o va o L}
B  Organization Polkcies

O ems Statm Mame 4 Descrigtion Keyld  Keycreationdate
= O <3 fightcva@tights-cva-fked jam gserviceaccountcom @ fight-cva fight<va Nokeys
9 Labeis Manage details
& Settings Manage permissions
@ Privacy & Security

View metrics

o IdenttyAware Proxy View logs
=  FRoles Disable
= Audrtogs - Delete
P

102
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12.17 [ Select “Create new key”.

e & €

Google Cloud Plat ig o Q, Search products and resou
B 1aM&Admin <« flight-cva
- DETAILS PERMISSIONS KEYS METRICS LOGS
2 AM
@ identity & Organization Keys
A Policy Troubleshooter Add a new key pair or upload a public key certificate from an existing key pair. Please
note that public certificates need to be in RSA_X500_PEM format. Learn more about
8 Policy Analyzer upload key formats
@  Organization Policies Block service account key creation using organization policies.
Learn more about setting orga nization policies for service accounts
o3 Sefvice Accounts

ADD KEY -

Create new key Key creationdate  Key expiration date

Settings Upload existing key

Privacy & Security

12.18[ ] Select “JSON” and click on “Create”.

(® JSON

Create private key for "flight-cva"

Downloads & file that contains the private key. Store the file securely because this key
can't be recovered if lost.

Key type

Recommended

O P12

For backward compatibility with code using the P12 format

CANCEL CREATE

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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12.19[ ] Download and save your private key on your computer. Once done,
click “CLOSE”.

The Private Key is needed to link the Webex Contact Center Customer Virtual
Assistant with the Google DialogFlow Agent.

Private key saved to your computer

A fghtscva-iuno-608Tof264769 |son sllows access to your cloud resources, 50 store It securely. Laam more

12.20 [ Close the Service Accounttab in your browser and click “Save” for
your custom virtual agent

?::?!w Us~ Flights-cva | save : Try itnow D)
bk v R General  Languoges ML Settings  Export and Import Speech Share  Advanced
o ©  Please use test console above to try &
¥ sentence.
) intents + DESCRIPTION
This agent allows your 3pp 1o help users search for fights, book flights and answer FAQ
4, Entities +
[} Knowledge " DEFAULT TIME ZONE
b Fulfilment {GMT-500) America/New. York
) integrations
GOOGLE PROJECT
& Trai
T Trakg Project 1D fights-cvajuho
Validation
BETA FEATURES
History
© @@ Enable beta features and APIs
[ Analytics Be the first 1 get acoess 1o the newest features and latest APIs. (Ful V2-beta A9) reference)
[ Prebuit Agents LOGEETTINGS
@ Loginteractions 1o Dialogflow

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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Customer Virtual Assistant Provisioning

atfean]s
CISCO

We will now configure the Customer Virtual Assistant in CH using the Google

DialogFlow Agent that we have just created.

12.21[] Leavethe Google DialogFlowopen andin anew browser tab log in to

your Tenant.

URL.: https://admin.webex.com
Customer Org Admin

User: Your assigned Customer admin

12.22[] Onceloggedin then click “Contact Center” as indicated in the following

picture.
Overview
Webax Serv Do
-] (-] a
""""""""" L] -] ] - mmmmm,
L] -] -]
What's New
L]
Hybnd Services
-] (-] (-]
- o .
e (] e
R e
e
0 v E ——

Onbarding
9

Potential New Users

Dalayed Convarsions

Cisco
Webex

o
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12.23[] On features click on the“New” Button

webex Control Hub

Contact Center

[ Festures | comectors  setings

&

Create a Template

Mer 585 1D CONtact CUstomer care

12.24[] Click the “Virtual Assistant” tile, then ensure “Use for Chat” is the only

option selected. Then click “Next”

Virtual Agent

Create a virtual agent that can
provide automated chat and voice
support to customers

Create New Contact Center Feature

O

Chat Template

Create a chat template that defines
Your customer support chat
experience.

12.28[] Select thetoggles for Chat and Voice as below and click “Next”.

Create Virtual Agent

Greate a Dialogflow agent before proceeding.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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12.28[] Select “Yes, | have a preconfigured Dialogflow agent” and click “Next”.

Create a Dislogflow agent before proceeding.

(]

12.28[] In the next screen click on “Download Intents”. Save the file on your
computer and then click “Next”.

The Handled and Escalation intents are needed to instruct the Google Agent to
either terminate a Chat or to escalate it toa Webex CC Agent.

@ Download preconfigured intents.

@ 'mport intent fies to Dialogflow Agent

@ Customize Intents In Dialogflow.

12.28[] The fields as shown below, use the Dialogflow Project ID, and “global” as
Region ID, and click “Next”.

Creata Virmusl Agent

107
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12.28[] In the next screen upload the JSON file that you thatyou previously
saved on your computer. Thenclick on “Validate” and after that click the
Next blue arrow.

Upload Authentication Key

Follow the Dialogflow documentation to download an authentication key as a JSON
file from your Google Cloud Platform Service Account. Upload the file here.

If you are creating a new Dialogflow agent, you may need to complete additional
steps. Learn more

T

Upload JSON File
Drag and drop a file or use the file browser

Upload Authentication Key

Follow the Dialogflow documentation to download an authentication key as a JSON
file from your Google Cloud Platform Service Account. Upload the file here.

If you are creating a new Dialogflow agent, you may need to complete additional
steps. Learn more

Key Uploaded
flights-cva-fke9-a23fe697ed7f json

Remove Validate

108
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12.28[] Click “Next”.

[
Create Virtual Agent

Upload Authentication Key

Ramove

12.28[] Click on “Next”.

Upload Avatar

12.28[] In the next screen click on “Finish”.

Task Done

You have configured your Vitusl Agent. To use the assisted serice feature, add your assistant to & Chat Template o & Vaice Routing Stategy.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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Configuring Escalation and Handled Intents in DialogFlow

We will now have to add the Escalation and Handled Intents json files created by
the WXCC Virtual Customer Assistant into the DialogFlow Agent “Flights” that we
previously created.

12.25[] If you are no longerloggedin, signinto

https://dialogflow.cloud.google.com/. When Signed in, Make sure that the

Virtual agent you created is selected. In the Intent page clickon the three
dotsicon andthenclick on “Upload Intent”.

T
Essentials
QT
en

Entities

Knowledge

Fulfillment

CREATE INTENT Create Fallback Intent

Upload Intent

Q Yy ® Please uset

sentence.

12.26[] Upload the 2 json files previously created via the WXCC Customer
Virtual Assistant. The files are in ZIP file named intents.zip.

D escalation,json

& intents.zip D handled.json

You will have to upload each file individually.

12.27[] Once done, click on “Back”.

BACK

Tip! In a real deployment, you may want to train the previously loaded Intent
by clicking on each of them in the Google Agent Intent page.

110
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® Escalation Intent

® Handled Intent

12.28[] You have now created a Virtual Agent available for use in Chat,
Facebookand Voice.

STOP! Pieasedo not proceed untilinstructed to do so.
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13 Lab 13 - Configuring Email Routing

Purpose: configuring an Email Queue, an Email Entry Point Routing Strategy,
an Email Queue Routing Strategy.

Estimated execution time: 20 minutes.

Provisioning Entry Points for Email

13.1 [ If you are still logged in the portal, log off, open your browser and go to

URL.: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

13.2 [ Onceloggedin then click “Contact Center” as indicated in the following
picture.

G Overview Overview
Webex Services L NI Dwvices - Onboarding
(] [} ] [¢]
No Devices Added
“ ® ° ) . e Potential New Users 0
ks Bane Dalayed Convarsians 0
L] -] -]
o o What's New
o O L
pe Cisco
oo Late [* Webex
smvces Hybrid Services
I ° ° °
Admin Capabilties
e o o
Hybrid .
®
Vet Em
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13.3 [ Click “Settings” on the horizontal menu bar.

Contact Center car .__..‘._U:‘

Create a Template

3 Contact Center

13.4 [] Scroll Down and click on the link “Go to Webex Contact Center
Management Portal” to enter the Tenant Portal.
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13.5 [ A new browser tab will be opened in your browser. Click on the
“Provisioning” menu and then on “Entry Point”.
13.6 [ Click on “New Entry Point”
Entry Points
+ New Entry Point
13.7 [ Inthe next pageprovision thefollowing values.
General Settings
Name ENTRY_POINT_EMAIL
Description
Channel Type Emall
Advanced Settings
Service Level Threshold |24
13.8 [ Click on “Save”

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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Provisioning an Email Queue

13.9 Click on the ProvisioningIcon then clickon “Entry Points/Queue” and then
on “Queue”.

abaln =
cisco =

®
Webex CC Training Org Dashboard

@ Provisioning

General Settings

Name Email_Queue

Description

Type  Queue

Channel Type Email -

Contact Routing Settings

Queue Routing Type Longest Available Agent

Note: Email only supports Longest Available Agent Routing.

Email Distribution ~ Add a Email Distribution Group to associate one or more teams with this queue. Add multiple groups to distribute emails to
more teams as time in queue progresses.

+ Add Group

Group1
Teams
Team Name Site Name Status Team Type
Team A Site One In Service Agent Based

Advanced Settings

Service Level Threshold | 24 hours
“ o

Time Zone (Routing Strategies Only) Default (Tenant Time Zone)

13.11[] Click on “Save”.
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Email Configuration

Pre-requisite: each student should possess a Gmail email to receive emails
that will then be routed to Agents.

13.12[] Log in to your Gmail account. Click onthe Gear or Settings Button.

Q e A Sens §  Putere o

M Gt Qo me - ole|l= @
e

13.13[] then click on “See all Settings” and change the following Email settings.
Be sure to save the settings at the bottom of the page.

o & s @

n- Quick settings ® B
Soe ol settings |
a
DEMSITY
7]
®  Defaul |

s E Comicrtabla

™Mo Q e e (<]
Semtingn - &
D ——
N P SEU S PP P — P Mgt Dt enavem Atewest Cee Sarve
o
- eew—y DO et Rt
. - o e °
5 e —— - I
> L 3 S sop -
—— I.‘"""'"-"_""""""—""." I
. 2 S
o — St 4
[ 1 S mmtages o0 s S PP by | gy e S
a L PSS S ————
P T p—— AP e
B vy g —
ongds I i el
© Mirlaprng o Serretatoy wriods e sever Holne
]~ . e Lxngn o Bt b g et 17 bt B s
W | i age b et e et et g S e la e MaS e
Abon e —
s e ey = B Sost
ek, et Fo varmaga rvee
e e
whpee A S A Ry ——
ot SAP s @ cemam re wume Shan S wury weveege LI ©
i @00
- . J oxyiroce gav maad Sewd » 3 = Speps o~

116
© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.




Lab Guide

Cisco confidential

IMAP access: Status: IMAP Is enabled
(access Cenail from othet clientts wing IMAP) @ Enable IMAP
Leam more O Disable iIMAP

When | mark a g¢ in IMAP as d

Whena s marked as d

® Auto-Expunge on - Immediately update the server. (default)
O Auto-Expunge off - Wait for the chent 10 update the server

Archive the message (default)
Maove the message 1o the Trash

Folder size limits

Configuration instructions

d and

Immecately delote the message forover

& Do ot imit the number of messsges in an IMAP folder (default)
Limit IMAP folders 1o contain ne more than this many messages | 1000 «

Configure your email cent (¢ g Dutlook, Thunderbird IPhone)

ged from the last visible IMAP folder:

[Seve Cranges ] cance

13.14[] within your Gmail account, click on theicon of your account, then click

on “Manage your Google Account”

= M Gmaa 0, Gk & @ n -
P o

B iy B e B P
[~ =
Fp— [N ——
P etk i
- e
s

13.15[] Go to Security

Go:ghe Accourt Q

@ -
G Posne ot

Murage sour mho, prmacy Ty et Cooge
= S oy age . 4o Goog

I - ]

Weicome, ContactCenter Student

et penter tr

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.

NI
(of Ry of )

117



Lab Guide
Cisco confidential

13.16allow “less secure apps”.

Less s0cure A BCCes)

13.17[] Within your Gmail account you should disable “captcha”. Follow the link

and hit “continue”

https:/iwww.google.com/accounts/DisplayUnlockCaptcha

Google

Allow access to your Google account

Provisioning an Email Entry Point Routing Strategy

13.18[] Click on the Routing Strategy Icon as shown in thefollowing picture. It

will launch anew browser tab.

Fouting Strategy

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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13.19[1] In the next page, select the Email Entry Point you created
“ENTRY_POINT_EMAIL” from the dropdown.

Routing Strategy B e - B

13.20[] Click on “New Strategy”.

13.21[] Configure the RS Name as follows.

General Settings

Name Email_RS_EP Enterprise Name Webex CC Training Org

Entry Point Email_EP

13.22[] In the same page click on “Add Email Account”.

Inthe new screen fill in the following values:

- Email address (agmail account is preferred)
- Username (for gmail it’s your gmail email address)

-  Password

Leave all the other fields with thedefault values.

13.23[] Click on “Save” in the “Add Email Account” screen.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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13.24 [ Under “Email Routing Rules” clickon “Add Routing Rule”.

+ Add Routing Rule

13.25[] In the “Add Routing Rule” page configure the conditions as shown in the

new screenshot. And Click on “Save”.

Add Routing Rule

Routing Rule Name Support or Assistance

IF Email Subject Contains Support

Limit of 10 email subject conditions per Routing Rule.

o Add Condition

OR - [ Assistance

|

THEN Queue To Email_Queue

D €D

13.26[] Under “Default Routing Rule” select the “Email-Queue”.

NI
CISCO

Default Routing Rule

A Default Routing Rule is required to handle email's that don't satisfy any Rule

Default Routing Rule will Queue To Email_Queue

13.27[ Click on “Save” at the bottom of the page.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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Configuring a Predefined Email Response

13.28[ ] Click on “Resources” and then on “Predefined Emails”.

Routing =  Flows  Resources =

CIsco
» Audio Files
Predefined Emails R ——

» Predefined Chat Respanses

13.29[] Click on “+ New”.

Predefined Emails

13.30] Modifythe standard responseas shown in the following picture.

Name StandardEmailResponse

Use the text editor to enter the content that appears in Predefined Email. See the default text for sample

- %-|B I § | 5| = |9 e R | Styles ~ | Format -

Thanks for your email, ${CustomerName}
Best Regards from the Webex Contact Center Coursel

${AgentName}

Add macros to use variable content in the Predefined Email. The value of the variable changes based
on the customer and agent involved in the interaction

Insert Macro

Variable Type o Customer Name

Agent Name

Default Value

Insert to Text Editor

13.31[] Click on “Save”.
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Testing Email Interactions

13.32[] Make sure you arelogged in as your CC Agent One. Please usea
browserwindow opened in private/incognito mode.

URL: https://desktop.wxcc-usl.cisco.com
Login: CC Agent 1’s email address
Password: your password

13.33[] In the next screen, provision your mobile phone number and check the
corresponding radio button: either USformat or Other (international).

13.34[] Click on “Submit”.

13.35[] Now on the “Status Now” dropdown menu select “Available”.

G webex Comtact Carter

L]
" &\

X S0
&=\

No Assigned temm

P Patory 85 whem
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13.36[] You may test the new Email Queue by sending emails from your email
client to:

youraccount@gmail.com (the account you used for the EP Routing Strategy)

In the email subject you should have either “Support” or “Assistance” (case
sensitive) or what you configured in the Entry Point Routing Strategy

13.37[] Click on the “Accept’ button.

G Webex Contact Camter A P 003 "

= |
g e e

e\

. — ' -
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13.39[] Notice that you will Reply with the Email Responseconfiguredin a
previous step, and click on “Send”

©: wabon Cortct o N A
Varesa Metandez -X (vameiana
In g Vaness Melende. 7Y I @
M -
>4 Support Email
LS ) 6 :

13.40[] Select one of the Wrap Up Reasons and click on “Submit Wrap Up”

G T
Vanesa Melende; melend
A e el e s P
s rn
h: § o
0 e

STOP! Pieasedo not proceed untilinstructed to do so.
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14 Lab 14 - Configuring Chat

Purpose: configuring a Customer Support Chat, a Chat Entry Point, a Chat
Queue, a Chat Entry Point Routing Strategy, an Chat Queue Routing Strategy.

Estimated execution time: 20 minutes.

Entry Point Creation — Chat

It is now time to go to the Tenant Portal and configure a Chat Entry Point.

[] Loginto your Tenant.

URL.: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

14.1 [ Onceloggedin then click “Contact Center” as indicated in the following
picture.
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14.2 [ Click “Settings” on the horizontal menu bar.

webex Control Hub doo @
Contact Center
P
[T,

14.3 [ Scroll Down and click on the link “Go to Webex Contact Center
Management Portal” to enter the Tenant Portal.

14.4 [ Click on the “Provisioning” menu and then on “Entry Point”.
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14.5 [ Click on “New Entry Point”

Entry Points

+ New Entry Point

14.6 [ Inthe next pageprovision, thefollowing values.

General Settings

atfean]s
CISCO

Name ENTRY_POINT_CHAT

Description

Channel Type Chat

Advanced Settings

Service Level Threshold

500

Time Zone (Routing
Strategies Only)

14.7 [] Click on “Save”.
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Provisioning a Chat Queue

It is now time to go to the Tenant Portal and configure a Chat Queue to route the chats
we will receive.

14.8 Click on the Provisioninglcon then clickon “Entry Points/Queues” and
then on “Queue”.

Webex CC Training Org Dashboard

© Entry Points/Queues

O Queue

Qutdial Entry Point

General Settings

Cnat-Queue

Description

Type  Queue

Channel Type Chat

Contact Routing Settings

Queue Routing Type Longest Available Agent

Note: Chat only supports Longest Available Agent Routing

Chat Distribution  Add a Chat Distribution Group to associate one or more teams with this queue. Add multiple groups to distribute chats to
more teams as time in queue progresses.

+ Add Group I

Group1
Teams
Team Name Site Name Status Team Type
Team A Site One In Service Agent Based

Advanced Settings

Service Level Threshold 24 seconds

Time Zone (Routing Strategies Only) Default (Tenant Time Zone)

14.10[] Click on “Save”.
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Customer Support Chat Provisioning

We will now configure a Customer Support Chat using the Customer Virtual Assistant

we have just created.

14.11[] Onceloggedin then click “Contact Center” as indicated in thefollowing
picture.

atfean]s
CISCO

| p—— Overview
[
Webex Services L NI o Devices
(-] a
MANAGEMENT ) ® No .[}cvt:ns.m.ﬁ?q

What's New

Th latast update ks e

Onbarding
9

Potential New Users

Dalayed Convarsions

Quick Links

Cisco
Webex

o

Admin Capabilities

Overview Contact Center
MONTORMG Features nector Setiings
Flight-CVA
[ vinus rcet g
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14.13[] Click the “Chat Template” tile.

14.14[] In the next screen name the Customer Chat Template “FlightIssue
Chat” and select your Chat Entry Point, then click “Next”.

Create New Contact Center Feature

(=7 O
Virtual Agent Chat Template
Create a virtual agent that can Create a chat template that defines
provide automated chat and voice vour customer support chat
support to customers experience.

aA/ABnB

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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14.15[] Configure the “Proactive Prompt” as shown in the next picture, scroll
down and make sure that your Chat is open 24/7.Then click “Next”.

Preview

Flight Issue Support

Chat with our solution specialists to
help serve you better.

Chat Now

Attributes

Show Prompt After

30 seconds ~

Title

rlight Issue Support

Message

Chat with our solution specialists to help
serve you better

Preview

O,

We are currently offline. Please try again
during our business hours.

Business Hours
United States: America/New_York

Sunday - Saturday

Open 24 hours

Close

Attributes

Message
We are currently offline. Please try agai

during our business hours

Business Hours
EEEEEEE
Open 24 hours

Time Zone

United States: America/New_York

n

v

By clicking on the “Preview” panel you can configure the “Customer Info” fields.

Attributes

Window Title

Welcome to

Organization
Flight Support

14.16[] The “CustomerInfo” chat screen should be configured as follows.

Attributes

o Required Fleld Optional Fleld
Label

Name

Hint Text

Hint Text

Type

Name ~

Attributes

Label

Email
Hint Text

e.g. abc@xyz.com

Type

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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Required Field Optional Field
Label
How may | assist you?
Hint Text
Select from the list or type

Type

Add of your Expent
T ,4

Flight Status x Baggage x

Add category options like Queries, Billing...

Attributes

Required F\ewdo Optional Field
Label
‘Additional Details
Hint Text

Describe the issue you are experiencing

Type

Reason v

14.17[] Click “Next”.

NI
(of Ry of )

14.18[] Check that CVA you previously created has been selected and then click

“Next”.

Preview

Attributes

| Flight-CVA %

reno, how can | help you today?
10:10 AM

Hi, | need help with the MFI key.

.
10:10 AM

Virtual Agent

| Flight-CVA "

Welcome Message

Hello, how can | help you today?

The Virtual Agent only says this message to start a chat where the
customer dosen't enter their question thraugh the customer
miormation form frst.

(&) Create a new Vinual Agent from the Features page.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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14.19[] The “Branding and Identity” should be configured as shown in the next

14.20[] Leave the “Status Messages” form with the default values and click

picture and then Scroll down the page.

Preview

Flight-CVA — X

Hi, | need help with the MFI key.

Sure, | will help you with that.

10:10 am

Attributes

Profile Type

Organization
Use a single profile to represent tha Virtual Agant

and all agents in your organization

© Vvirtual Agent and Agents
‘Agent and

agents that change during a chat

Display Text

o Show agent's display name

Show agent’s alias

(© vou carnot change the detaut agent avatar zeen In the Preview:

“Next”.

Waiting
Waiting for an Agent...
Customers see this while waiting for an agent to respond

ou are using a Virtual Agent
transition from automated support to

meszage indical
human interaction

Chatting
Chat in progress...

Customers see this i they minimize the chat window
during an ongeing interaction.

Left the Chat
Agent has left the chat

Customers see this when an agent exits the chat and ends
the interaction.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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14.21[] Leave the “Feedback” form with the default values and click “Next”.

Preview

Please rate your chat experience

W W W W

Submit Feedback

Attributes

Label

Please rate your chat experiencef

Hint Text

Add comments

14.22[] Click on “Finish”.

Task Done

14.23[] A new screen will pop up showing the HTML code to be embedded in

the Customer website.

Click on “Download Embed Code”.

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.
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Embed Code for Test

Paste this code snippet in your web page <head> container

<script>
//Name of the Customer Support Template: Test
//Name of the Organization: AAIBMStudlé
(function(document, script) {
var bubbleScript = document.createElement(script);
e = document.getElementsByTagName(script)[0];
bubbleScript.async = true;

bubbleScript.CiscoAppId = 'cisco-chat-bubble-app';
bubbleScript.appPrefix = '';
bubbleScript.DC = 'produsl.ciscoccservice.com';

bubbleScript.orgld = '6925b471-71b4-42da-bb6c-f4d2c70dl7ca’;
bubbleScript.templateId = 'de624e80-7d12-11eb-82d0-ebeb6e333139";
bubbleScript.src = 'https://bubble.produsl.ciscoccservice.com/bubble.js';
bubbleScript.type = 'text/javascript';
bubbleScript.setAttribute('charset', 'utf-8');
e.parentNode.insertBefore(bubbleScript, e);'
}) (document, 'script');

</script>

& There are no verified domains for your organization. Contact Center templates work on any domains by default. Go to global organizations settings page to add
and verify domains in order to restrict them to work only for your organization's domains.

Close Download Embed Code

Save the Chat Embed Code in your computer as we will use it to emulate chats
via our Test website “Cumulus” later.

14.24[] Closethe HTML code popup window.

135
© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.




atfean]s
Lab Guide CISCO

Cisco confidential

Provisioning a Chat Entry Point Routing Strategy

[J Loginto your Tenant.

URL.: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

14.25[] Oncelogged in then click “Contact Center” as indicated in the following

picture.
Y T TY ]

] (] ] 9
o © o 0
' : = 0
[ ] (] (]
e ey o s Ny
. :
Ci
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14.27[] Scroll Down and click on the link “Go to Webex Contact Center
Management Portal” to enter the Tenant Portal.

14.28[] Click on the Routing Strategy Icon as shown in the following picture

Queues

Routing Strategy

14.29[] In the next page, select the Chat Entry Point from the dropdown menu.

Routing Strategy ustveew

Select Entry Point/Queue | © Chat_EP | M

Name ID

No records available
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14.30L] Click on “New Strategy”.

14.31[] Configure the Routing Strategy as follows and then click on “Apply” and
then “Save”.

General Settings

Name Chat_EP_RS Enterprise Name Webex CC Training Org

Entry Point Chat_EP

Chat Routing Experience

Chat Template Flight Issue Chat

Schedule:

America/New_York
Sunday,Monday, Tuesday, Wednesday, Thursday,Friday,Saturday
Open 24 Hours

Chat Reason Mapping Details Below are the preconfigured Chat Reasons in the entry point’s Chat template.
Indicate which queue customers route to for each reason. Only queues with a
Channel Type of ‘Chat’ are shown.

Badgage | —— .. | (vteam, A valid VTeam.)

Flight Status | Chat_Queue v | (vteam, A valid VTeam.)

14.32[] On the top menu bar, click on “Resources” then on “Predefined Chat
Responses”

]
®

Routing Strategy

Select Entry Point/Queue F

Mame -] Status Detault Repetition Start Date Start Time End Time End Date

Current-Chat_Queve RS 207 al ¥ Currest
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14.33[] Click on “New” button.

@ wicctranisgadmo wiccirairingadnn «

Predefined Chat Responses

14.34[] Give a Response Name to the Predefined Chat Response, keep the
Language as well as Queue settings, and fill out Content as indicated. Click
on “Save”.

Rodting ~  Flows  Resources « @ waccrsiningsdmin wicctrainiegedmin -

Create Predefined Chat Response
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Testing Chat interactions
In a real customer scenario, the Chat Embed Code generated the Template should be
included in a Customer website. It will display a Chat bubble in the website.
Any other website providing the possibility to inject HTML codes could be used to test
Chat bubbles, e.g. https://www.w3schools.com
Recommendation: Disable the CVA first, test, and then enable it.
14.35[] Browse to w3schools, and click on “Try it Yourself”, we will use this later
so keep it open.
w3schools.com e wonto's taraest wes oevecores sive (D
e HTML B
ng The language for bullding web pages et
14.36[L] Make sure you are logged in as your CC Agent One. Please usea
browserwindow opened in private/incognito mode.
URL: https://desktop.wxcc-usl.cisco.com
Login: CC Agent 1’s email address
Password: your password
14.3701] In the next screen, provision your mobile phone number and check the
corresponding radio button: either USformat or Other (international). Click
on “Submit”.
140
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14.38[_] Now on the “Status Now” dropdown menu select “Available”.

14.39[] Paste the code snippet for the for Flight Issue Chat under <Title> row.

14.40[] Fill out the Customer information. Click on “Start Chat”’, and send a

[ Qe —r—
L]

X

Wait until you see a Chat bubble.

e Cyber Monday Sale _

This is a Heading

Thin it s paragraph

Rt Sizw: 753 % 571

Fight Issue Support

Crat towe

message

This is a Heading

This is a paragraph.

Vanesa Melendez

vamelendiBcisco.com

Suppart
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14.41[] The Chat is then routed to your CC Agent. In the Desktop Agent click on
the “Accept” button. And create a chat interaction.

G woscsin

@

-

[N e
> )

VamaenaBCaco £om

14.42[] When finished to chat, click the “End” button.

G- Wb Contact Cemer fi & Svadabie 54 o
L] Vanesa Melendez Ve Melendes
5 . PRappp— - ]
- -
-4
I
S—
-]
smeancacacn rom

14.43[] Select a Wrap Up Reasons, and click on “Submit Wrap Up”.

[

e L Bnsacns

e U Ry

STOP! Pieasedo not proceed untilinstructed to do so.
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15 Lab 15 - Analyzer

Purpose: creating a custom visualization.
Expected Completion Time: 20 minutes.

15.1 [ Open your browser and go to

URL: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

15.2 [] Onceloggedin, then click “Contact Center” as indicated in the following

picture.

atfean]s
CISCO

| () Oveniew Overview
MONITORING
Webex Serices ALL ONUNE . Devices
wll Analytics
~ Troubleshooting © L L
Massenger Toams Caling
MANACEMENT No Devices Added
[-] -] [ ] Get your users collaborating by acding some devices
£ Users Mogtings Hybrid Services Contral Hub
Add Devices
7 Workspaces ° ® ®
2 Devices Developer APl Room Devices  Comntact Canter
What's New
82 Apps
L
1 Account UCM Cloud Cisco
& Ovganization Settings Webhex
The latest update is here!
sees Fyrid Sendces Learn More
Messaging
L © © The Novemiber update Is ready! 40.11 Introduces in-meeting
Calendar Calendar [Ofice Calendar reactions, th ability to pre-schedul breakout sessions,
(Googhe) 385) (Exchange) background noise detection, and mare! To 5ee what alse to
BXpact with this update, vist cur full What's New article.
e e e
= Hybrid Cal Message ideo Mesh aring Files Outside You
()
Servicestiifty & Bulk Resend Invitation Emails in Webex Control

Oct 9, 2020

Onbeardng
Loading Data.
Quick Links
Cisco covID
Webex
Learn More

= Admin Capabilities
Manage Subscriptions
Organization Tasks
Audit Log
Calling Admin Portal
Manage Auto-License Template

Onboarding Report

o RESOUNCES

15.3 [ Click “Settings”.

Cisco \/\k

Control Hub

@) Overview Contact Center

MONITORING
Q (= Search All
wl Analytics

Features Connectors
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15.4 [ Scroll down to the bottom of the page to click “Go to Webex Contact
Center Management Portal” to enter the Tenant Portal.

15.5 [] Click on the Analyzer Icon as shownin the following picture

alualn
clsco

Webex CC Trial & Dashboard

Reporting and Analytics

Snapsnot Entry Point VR Realtirg
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15.6 [] Inthe new tab thatis opened, click on “Visualization”.

Analyzer

—ome ) Visualization

Home

Visualization

Dashbeard Folders

Wariables (@ Stack Reoorts

Creating first Module: Average Active Email Agents per Team and Queue,
each day of last week.

15.7 [ Click on “Create New Visualization”.

15.8 [ Modifythe default visualization name clicking on the Pencil icon.
The new Visualization Name shall be:
Visualization 1 — YourFirstName YourLastName

< Customer Session Record  « Visualization - 10/16/2019 09:46:39
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15.9 [] Onthe menu on the left, select thefollowing values circledin red . Then
drag the Interval box into the row segments column.

Module

tran today:

Including

All Cays

Modules Formatting

Modael  + F

< CD

£ | ype Customar Session Record -I

0 Fow Segments

o Stert Time | ThisWeek ‘

Srar Dave 2019=10-07
cod Dale 2019-10-13

Interval

~ Compute

[aily

Records

All

= Add Filter

Profile Variaoie
Calumn Ssgme
Qutput Type Tabl

Unable w render
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15.10[] On the visualization configuration panel, make sure that “Table” is
selected. Then by clicking on the+sign by Row Segments,drag over “Final
Queue Name”, “Agent Name” and then “Contact Reason” from under the
Fields category.

New Segment

0\ Search
B Row Segments Profile Varisbles

0 Colurmn Sagmen
[#C0] Abandonment Reason
- i Final Qusue .. W
[ACE] Agent Encpaint (DN) Table
[42D] Agant 1D i Agent Name B

[AC0] Agent Leg Bloo 10

# Contacl Reas. 1

[4C0] Agent Login
[#CD] Agent Session 1D
[ACD] Agent Systerm 1D
[AoD] ANl

[AC0] Barged In Flag
[ACD] Bat Id

[4C0] Bot Mame

[ACD] Cal Cirection
[4c0] Cal Progress Detact
[AC0] Caler Leg Bloo 1D
[A20] Channgl ID

[#CD] Channal Type
|ACD] Chat MNote

[#20] Chat Priorizy
[AC0] Chat Question

[T WY N

15.11[] Click on the + sign next to “Profile Variables” and select “Channel Type”
fromthe Fields and drag it to the profile section.

Mew Profile Variable

Q sears

Ruree Segimenls B Frofile vareo sa

[AC0 Tl = Flag
| Eleing:

Zolurin.Zegments
) DT S
30 e ¥
420 2ot Meme Taabik - D

0 Cal Progress Detect
3 Caler Leg Blon O

nel

147
© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.




atfear]
Lab Guide CISCO

Cisco confidential

15.12[] In the next screen rename the Profile Variable in “Email” and make sure
that “Count of Channel Type” formulais selected. Then select “Channel
Type” from the left menu and drag it to the Filters section. Click save.
Repeat forachat profilevariable.

Edit Profile Variable

Email Count of Channel Type -

Filters
Channel Type © &
[ACD] Abandonment Reason

[ACD] Agent Endpaint (DN) @ o o
[ACD] Agent ID

Field Variable
[ACD] Agent Leg Blob ID
[ACD] Agent Login email X

[ACD] Agent Name

[ACD] Agent System ID

]
]
]
]
]
[ACD] Agent Session ID
]
[ACD] ANI
[ACD] Barged In Flag
[~CD] Bot Id
[ACD] Bot Name
]

[ACD] Cad accountld v

15.13[] Click on “Save”.

B Save

15.14[] Click on “X”.

15.15[] Run your Virtualization by clicking on thethree dots and selecting

13 ”
Run”.
Visualization - 10/16/2019 14:57:23
0184 O
Creatad By Webex Contact Center netructor
Aified Cot 16, 2079 23500 P4 )
' # Edit
[ D
A Fut e Pl
¥ Excotzs C2Y
Henedule obis)
W Delat
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15.16[] Expected Result. Your Visualization should look similar to the following

one.

A Analyzer

Fiel Gusne Hieres

At Mt [y —

L BN

¥ AN i

107N (3

L = BN

Surnemary

Shazguuz 1}

s 5 e ()

Emai fuira (1)

w3 Sen 1)

itz Pl 1)

suppert 1)

ST

sl | i (1)

wALT

il il 1)

il il 1)

ST

15.17[] Now you can change the type the output format by clicking on
“Settings”, then outputtype, as shown in the next picture. Select

“Sparkline Chart”.

NI
CISCO

# Final Dueue

# Agent Name

# Contact Reas.. <

Frofile Varables

Hidden Segmerits

Coiumn Segmerts

i Chat @ i Email

Soarkline Chart -

Interval Final Queue Name Agenl Name Chat Email
10/08/201% Chat-Queue Nicela Fidanzia :
10/09/2019 CQueue CC Cert NA
10/08/2018 Queus CC Cert Nicela Fidanzia
10/09/2019 NA
10/10/201% Emall-Queue Nicola Fidanzia
10/10/2019 Queue CC Cert Nicola Fidanzia
107002079 NA
10/11/2019 NA
10/15/209 Chat-ueus Wicela Fidanzia
10132019 NA e
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15.18[ ] Close the Tab to exitthe Visualization.

STOP! Pieasedo not proceed untilinstructed to do so.
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16

Lab 16 — Analyzer Standard Reports

Purpose: Create a custom Visualization.
Expected Completion Time: 15 minutes.

16.1 Open your browser and go to

URL: https://admin.webex.com
Customer Org Admin
User: Your assigned Customer admin

atfean]s
CISCO

16.2 [] Onceloggedin, then click “Contact Center” as indicated in the following
picture.

| () Oveniew Overview
MONITORING
Webex Senices  ALL ONUNE . Deyvices
wll Analytics
~ Troubleshooting © L L
Messanger Teams Caling
AAAMAGEANT No Devices Added
(] -] (] Get your users collaborating by adding some devices
£ Users Mogtings Hybrid Services Contral Hub
Add Devices
7 Workspaces ® e )
2 Devices Devedoper APl Room Devices  Contact Center
What's New
82 Apps °
(i3 Account UEM Cloud =
& Organization Settings VeDex
The latest update is here!
semces Hybrid Services Learn More
) Messaging
L L e The Novemiber update Is ready! 40.11 Introduces in-meeting
Calendar Calendar [Ofice Calendar reactions, th ability to pre-schedul breakout sessions,
[Googhe) 365) {Exchange) background noise detecton, and more! To 568 what alse to
BXpact with this update, vist cur full What's New article.
e e e
© Hybrid Cal Message \idao Mesh o Prevent People From Sharing Files Outside Your
o rate Network
o Ot 14, 2020
Servicesblity = Bulk Resend Invitation Emails in Webex Control
H

Onboarding

Loading Data.

Quick Links

Cisco coviD
Webex

Learn More

Admin Capabilities

Manage Subscriptions
Organization Tasks

Audit Log

Calling Admin Portal

Manage Auto-License Template

Onboarding Repart

o RESOUNCES

© 2021 Cisco and/or its affiliates. All rights reserved. This document is Cisco Public Information.

151



https://admin.webex.com/

atfean]s
Lab Guide CISCO

Cisco confidential

16.3 [ Click “Settings”.

Cisco V/

Control Hul

(m1 Overview Contact Center Features Connectors
MONITORING

Q @ Search Al m
wl Analytics

16.4 [] Scroll down to the bottom of the page to click “Go to Webex Contact
Center Management Portal” to enter the Tenant Portal.

Webex CC Trial & Dashboard =

Reporting and Analytics

Snapsnot Entry Point VR Realtirg
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16.6 [ Click on “Stock Reports”.

s Analyzer = \isualization

—ome ) Visualization

Home

Visualization

Dashbeard Folders

Wariablos (@ Stack Reoorts

16.7 [ Click on “Historical Reports”.

3 el + Block Paperss
o
Foders
[ dusness Marres I Fstoncal bmoorts [ et ma Hepars

16.8 [ Click on “Agent Reports”.

i b vasieain } Such s | duzica Rases

1o tapeeFnans 3 et Tacn e 3 any Resons Lyt mvmss B
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16.9 [ Click on the three dots of the Agent Details report and select

copy”.

NI
CISCO

“Create a

L

Visualizations

. [ Agent Details
e

vistorical

o Mo 12, 2000 $4243 AM

[ Contacts tandied iy Agent - Chart
-
o Histoncal
By Cisco
fied Mo 12, 2020 54250 AM

wistorical

et o 12, 20120 $:42:45 AM

3 Agent Repons

I Agent Details by Social Channels
Historical

tincn
VIZ 2000 S4250 A

[

& Export an Eue

Hamrical

sisco
@ st pbis) 13 2030 54249 A
§ Team Statistics
183
« Hamsrical

2 Nov 12, 2020 S48 A

[ Agent Qutdial Statistics
-1193
. « Hisarical

f= =
Now 12 2000 §4250 AM

[ site - chan
104
e e Hestorcal
By Cisco
Mow 12, 2020 54240 AM

Evrything -

= pistoricel
Cisc

o Bt 12, 2000 $4250 AM

fled How 12, 2000 54240 AM

16.10[] Click on the pencil icon and change the names of the report to “Agent —

(Your Name)”.

B B Sugranis

0 v e

ks asen @ B

3. ®

T bl e @

el T

F e ©

FT——Y

5 ot

£ Gandoa

ey

@

R ]

Bl fo B 8 CakiZan B

Logn gz

i gtz 0 &
T

Hmm e @
ERTeResT-y |

ST ]

3 ouka V. @

L G B

Coanract Hareted

WA

16.11[] Change the order of “Interval” and “Agent Name” under row segments.

<

Module: Formatting

Module:
L ts 0 Fow Segments
ST Las7deys
= Zageonrame B
1f run nday:
2 v vesar. B
2020-11-24
20201130 2 CrannelType B
nclading
1 Doy -
> Compute

o

B3 Profile Variables

Agent-Hicola

2 Lognount @ W

5 Muergeide T_@ W

& Inbound Hold . @

o8

rags Outd

sverage O @ B

Nt Responsi_ @

& Sumofoms.. &

2 Inbound T @ B

8 Agent Requess @ W

8 Inbound Cenn_ &

crnsct Henal @ B
i dstable Count @
i dverageiroos. @ B || &
2 Qutdal ol

‘Suagen Disco.. @ B

& inbound Total_ @ B
Tansle @ B

i Outdsl Genne &

o ® =

sl Availabi

#ougalcToR. @

8 Inound Conn. M

® mntslgnT @ B

® i perege vl @

bound Conn @

rage Outd. @ &

oound Vitse. @

FralLogea 7@ B

inbour ese.

8 occpeney @ W sCowt @ ETolslideTime @

® | fibondnese @ age i@ B || E inbound Hold_ @

L pe——— Y]

£ Qutdal Conne.. @

oot answ_ @ || & Consull ansn_ @ age Cons. @ W
TotslConsut . @ || AveragaOons. @ W Conference 0. @
50udslCTOT. @ B HOugslcTaA @ B EOuealcTaT. @ B | E Agent Tarsw @ @

# OutdslConne.

& InboundStafl &

8 Incurd Avers @

Boudsaes. @ B Easlbende @ 8 aslsbevide. &
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16.12[ ] Click on “Save As” then “OK”.

16.13[] Click on the “x”.

16.14[] Navigate to “Visualization” and your custom report should bethere.

Home ) Visualization
1] I

Create New - Qf

L Folders
D % Stock Reports
Visualizations
" Agent - Your Name | Chat and Email Contacts report
D189 D184
Created By Webex Contact Center Instructor Created By Webex Contact Center Instructor
Modified Oct 17, 2019 12:27:52 FM Modified Oct 16, 2019 2:52:02 PM

STOP! Pieasedo not proceed untilinstructed to do so.
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