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Module Objectives
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• Understanding Webex Contact Center Control Portals

• Learning the Webex Contact Center Control Hub Hierarchy and Roles

• Understanding the options to create Users in Control Hub



Portals
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• CCW – Portal for registering deals, configuring and pricing Webex Contact Center product

• Control Hub – Portal to fulfill orders and providing centralized management of bundled Flex 

offers: Webex Contact Center, Webex Calling, Webex Teams and Meetings

• Webex Contact Center Management Portal – Portal for managing Tenant settings

• Agent Portal – Agent web portal to handle calls

CCW Control Hub Tenant Mgt Agent



Portal Architecture with Roles
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Control Hub Hierarchy
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Organization Hierarchy
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• Each Partner is a Cisco Partner

• Each Customer is a Partner’s Customer

• Each Customer represents an Enterprise in CH
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CH Named Organizations
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• Why is this important?

• Cisco maps Partners and Customers to their respective unique Organizational ID

Added to all TAC Tickets

NOTE: in CH both Partners & Customers are Named Organizations



Partners Roles and Creation
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Partners Roles
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https://www.cisco.com/c/en/us/products/collateral/conferencing/webex-control-hub/datasheet-c78-740770.html

Partner Administrator The Partner Administrator is a Full Administrator

Other Partner Users Partners Users can have different privileges in Control Hub
Organization Admin Roles
- Full Admin
- Read-only Admin
Functional Admin Roles
- Support Admin
- User and Device Admin
- Device Admin
- Compliance officer
- Advanced Troubleshooting Access
Customer Management Roles
- Sales Full Admin
- Sales Administrator
- Help Desk Admin
Services
- Webex Site Administrator Roles

https://www.cisco.com/c/en/us/products/collateral/conferencing/webex-control-hub/datasheet-c78-740770.html


Partner Roles
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• Depending on their privileges, Partner Users may create other Partner Users 

• Additional Partner Users are optional
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Partner Administrator Creation
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• New Partner Admins can be given different rights by changing the Administration Roles



Partners Sales Administrators

© 2021 Cisco and/or its affiliates. All rights reserved. Cisco Confidential.

Webex Contact Center Expert



Partner Sales Administrators
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Webex Calling supports two roles to separate sales privileges:​ 

1. Sales Administrator’s have no access to Customers of the Partner Organization

2. Sales Full Admin, has access to the full list of Customers managed by the Partner, 

• Can assign other sales/sales full admins within the partner organization.

https://help.webex.com/en-us/fs78p5/Assign-Organization-Account-Roles-in-Cisco-Webex-Control-Hub



Partner users with Sales Full Administration
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• Can view/manage any customer part of their Partner Org
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Partner users with Sales Administration 
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• No access to Customers in their Partner Org

• Can create other Sales Admins

• Might be assigned to Customers
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Creating a Sales Full Administrator
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Creating a Sales Administrator
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Partner Administration of Specific Customers 
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Partners Users can be assigned to manage specific Customers via the Add Administartors
search box.
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Customer Roles
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Definitions
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https://www.cisco.com/c/en/us/products/collateral/conferencing/webex-control-hub/datasheet-c78-740770.html

Customer An Enterprise (Tenant) that has Contact Center services at 
one or more sites

Customer Admin Customer Administrator (Tenant Administrator) is a Full 
Administrator

Customer Users Customer Users can have  different privileges in Control Hub
Organization Admin Roles
- Full Admin
- Read-only Admin
Functional Admin Roles
- Support Admin
- User and Device Admin
- Device Admin
- Advanced Troubleshooting Access
Services
- Contact center service administrator
- Webex site administrator roles

https://www.cisco.com/c/en/us/products/collateral/conferencing/webex-control-hub/datasheet-c78-740770.html


Customer Roles
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• Depending on their privileges, Customer Users may create other Customer Users 

• Additional Customer Users are optional
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Creating a Customer Organization Administrator
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Control Hub Partner Portal
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Control Hub Portal
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admin.webex.com

• Users log in to the Control Hub Customer 
Portal using their own CI credentials



Partner Organization Overview
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Control Hub Partner Portal

• View and manage all of Partner Customers



Customer Slide Out Screen
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Control Hub Partner Portal

• View high level details about a 
Customer

• Green button launches into Customer 
for provisioning



Overview Page
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Control Hub Partner Portal

• Landing page when launching into a 
Customer Organization



Control Hub Customer Portal
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Overview Page
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Control Hub Customer Portal

• Landing page when logging into a Customer Organization

Shows that Contact Center Services 
are enabled for the Customer Org

Users

Shows that the Status of the Cisco 

Cloud Services



How to X-Launch into Tenant Portal
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Control Hub Customer Portal

• Services

• Contact Center

• Settings Users



Contact Center Settings Page
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Control Hub Customer Portal

• “Synchronized Users” should be pressed if CH users are not synched with Tenant Portal users

Users

Sync users configured in CH 
with Tenant Portal

Make sure to chose 
Settings



Contact Center Settings Page
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PSTN Connection

• According to the Customer FTSW selection, the chosen Webex Calling PSTN options will be shown:

• CCP and Local GW

• VPOP bridge

NOTE: Webex Calling numbers shall be assigned to a Webex Calling location to be used in the Tenant Portal for Entry Point mapping

Users

Webex Calling Integration 
Settings



Contact Center Settings Page
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Control Hub Customer Portal

• “Go to Webex Contact Center Management Portal” link will cross-launch into Tenant Admin Portal for 

the Customer Organization

Users

X-launch to Tenant Admin Portal



Tenant Portal
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Landing Page

• Landing page of the Tenant Admin Portal for Customer Organization



Control Hub Customer Portal:
User Management
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Users Management
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CH Customer Portal

• View Users for the Customer Organization

• Add new Users 

• Manually

• Via Bulk Import

• Directory Synchronization

• Edit License allocation for a given User



User Management
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CH Customer Portal

• List of existing Users

• Add new Users by clicking green button



Manual User Addition
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CH Customer Portal

• Manually Add Users



Manual User Addition
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CH Customer Portal

• Acknowledge that adding a new user will trigger a welcome email



Manual User Addition
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CH Customer Portal

• Enter an email address for the new user



Manual User Addition
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CH Customer Portal

• Assign Licenses for the new User

• Also, you can select between these licenses for Webex Contact Center:

• Standard Agent

• Premium Agent

• Supervisor (Premium Agent)

Webex Calling is needed if User will 
be a Webex Calling User



Manual User Addition
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Webex Calling Number Assignment

• Webex Calling Location shall be created prior to this step in Webex Calling

• Extension is mandatory

***Only necessary if the User is a Webex Calling User***



Bulk User Onboarding
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CH Customer Portal

• Select CSV Add or Modify Users



Bulk User Onboarding

© 2021 Cisco and/or its affiliates. All rights reserved. Cisco Confidential.

Webex Contact Center Expert

CH Customer Portal

• Export Users or download the CSV template

• Once CSV template is complete, Import the CSV back into Control Hub



User Activation
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CH Customer Portal

• Users (Agents/Supervisors/Tenant Admins) have to be activated by setting their password via the 

email sent by CH

• Once activated, Users will show in the Tenant Portal



Common Identity Password Setup
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Tenant Admin

• Customer Admin sets password in Common Identity (CI) and then logs in to Control Hub



Control Hub Customer Portal:
User Editing
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Verification of User License Type
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User License Editing
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CH Customer Portal

• Select target User for editing his/her License Assignment



Enabling Customer Tenant Admin
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Verification of Tenant Admin License Assignment



Enabling Customer Tenant Admin
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Partner Admin

Partner Admin should give Tenant Admin rights to the Customer Admin for Control Hub

• Partner Admin should select Customer Admin and Assign the CC Admin Role by selecting Full Admin Privileges



Verifying Customer Tenant Admin
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Licence Type

• Once Customer User has been made Full Admin in CH, the Webex Contact Center  Administrator 

license is assigned to that user



Creating Agents in Control Hub

• Estimated Time: 30 minutes

Lab 1
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Customer Creation Process
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Customer Creation Process
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Partner Control Hub Trial Creation
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Trial Support and Creation
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Control Hub Partner Portal

• Partners have the option to support the ability to create Trials as part of this service

• Trials are created from the Partner Portal in Control Hub and can be administered in the same way as 

paid Customers



Trial Creation in Control Hub
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Control Hub Partner Portal

• Green Button will create a new Trial on behalf of a Customer



Trial Creation in Control Hub
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Control Hub Partner Portal

• Basic Information for Trial Creation

• Customer info

• Customer Email



Trial Creation in Control Hub
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Control Hub Partner Portal

• Basic Information for Trial Creation

• Desired Services

• Number of Users

• Duration



Trial Creation in Control Hub
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Control Hub Partner Portal

• Once a Trial is created, Partner can view status of the Trial or launch in for provisioning/setup

• Trials can be extended only once



Starting the Billing to the Customer
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Customer Setup
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CCW Contact Email and Start Date

• Provisioning Contact is the email provided in 
the CCW order received on request setup 
date

• Partner may provide their own email as 
Provisioning Contact 



Customer Setup
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Customer Creation Email Notification

• To provide maximum flexibility, flow is built 
not to make any assumptions with respect 
to the Provisioning Contact Email – the email 
provided can belong to someone in the 
Partner or Customer’s organization.

• Email is sent from 
support@webexteams.com

• Order Setup Wizard is launched when 
clicking the “Setup” button

mailto:support@webexteams.com


Customer Setup
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Provisioning Roles

• Role Choice

• Partner

• Customer*

* not for Webex Contact Center. Service is ordered only 
by Partners



Customer Setup
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Contact Setup Info

• Determine who will provide the Provisioning 

information

• To provide max flexibility, the flow is built not to 

make any assumptions with respect to what the 

Partner intends

• Partners can have the Provisioning Contact be an 

email alias and later re-route a specific order to a 

specific individual OR they can choose to receive 

the email first and then send it to the actual 

Customer contact

• NOTE: the provisioning contact is the one used in 

email match Org procedure (next screen)

The provisioning contact will become 
the Partner Admin for the Customer



Customer Setup
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Partner Organization Identification Wizard

• Partner Org Info is retrieved if exact email 
match is found (Partner already exists)

NOTE: If the system is not matching to the right Partner 
organization, it is best to stop and to contact their Cisco 
CSAM



Customer Setup
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Identifying Customer Admin

• This step allows the system to determine if 

an Customer Org already exists for the 
Customer based on the customer admin 

email

NOTE: No email communication is sent to the customer. 

Option to send email is provided later to the Partner



Customer Setup
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Customer Email Match Found

• If a match is found based on the Customer 

admin’s email assigned to an organization, it 
is shown on this screen for the Partner to 

confirm 



Customer Setup

© 2021 Cisco and/or its affiliates. All rights reserved. Cisco Confidential.

Webex Contact Center Expert

No Customer Email Match Found
New Customer to be set up

• If no Customer Organization is found based 

on provided customer admin’s email, 
Partner can create a new Customer 

Organization



Customer Setup Post
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Organization Setup Confirmation

• Confirmation if subscription is mapped 

correctly to the right Partner and Customer

• This step ensures:

• Subscription is being mapped to correct Partner 

Org and Partner Admin that will be providing the 

provisioning info

• Subscription is being mapped to correct 
Customer Org and Customer Admin that will be 

onboarded to the Org

NOTE: issues that arise during provisioning is caused by 

incorrectly mapping subscriptions



Customer Setup Post
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Subscription Mapping

• After confirmation, the subscription is 

correctly mapped. Then, the Customer can 
proceed to provide the provisioning info

• The Partner or Customer can then directly 

log into Cisco Webex Control Hub in the 

future (http://admin.webex.com)

http://admin.webex.com/


First Time Customer Setup or Billing 
Start Run through
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First Time Customer Setup 
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• Converting Trials to Paid Subscriptions

• Main Goals are:

• Verifying the Data Center Location

• Confirming the PSTN option chosen

• Webex Calling

• VPop

• Confirming the Sip URL for Meetings



First Time Customer Setup
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License Plan Review



First Time Customer Setup
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Webex Calling Data Center Location



First Time Customer Setup
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Webex Calling Default Location



First Time Customer Setup
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Webex Contact Center Data Center Location



First Time Customer Setup
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Webex Contact Center PSTN Settings



First Time Customer Setup
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Webex Enterprise Settings



First Time Customer Setup
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Completion



Review Questions
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In Control Hub each Customer represents an

Enterprise

What is the One-Time flow for creating the 

Tenant for a new Customer or Trial called?

____ _____ _____ _____First Time  Setup  Wizard



Module Objectives Wrap-up
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• Understanding Webex Contact Center Control Portals

• Learning the Webex Contact Center Control Hub Hierarchy and Roles

• Understanding the options to create Users in Control Hub
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