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CIsC



Webex Contact Center Expert

Module Objectives

 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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Webex Contact Center Expert

Portals

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 ControlHub @ Tenant Mgt '*' Agent L
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Portal Architecture with Roles

Cisco Partner
Sales CAP Sales CAP
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ontrol Hub Hierarchy
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Organization Hierarchy

Each Partneris a Cisco Partner
Each Customeris a Partner’s Customer

Each Customer represents an Enterprise in CH

New
Telecoms

Mary A SYelelgigle
Cosmetics Factory
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CH Named Organizations
 Why is this important?

« Cisco maps Partners and Customersto their respective unique Organizational ID
Added to all TAC Tickets

NOTE: in CH both Partners & Customers are Named Organizations

Atlas_Test BCWebex_Trainer_Partner % June?é W
Organization ID: bde67187-6e55-45fa-8009-c3836ead6fa2 B Organization ID: 56b262a3-4db7-4532-9f0b-7970d3a04ff6 [ i
Cwverview Cwerview

View My Organization
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Partners Roles and Creation
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Partners Roles

https://mwww.cisco.com/c/en/us/products/callateral/conferencing/webex-control-hub/datasheet-¢78-740770.htm|

Partner Administrator

OtherPartner Users

The Parther Administrator is a Full Administrator

Partners Users can have different privileges in Control Hub
Organization Admin Roles

- Full Admin

- Read-only Admin

Functional Admin Roles

- Support Admin

- Userand 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
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Webex Contact Center Expert

Partner Roles

Users UserS*

Customers Mary A Sporting

Cosmetics Factory

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

Additional Partner Users are optional
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Webex Contact Center Expert

Partner Administrator Creation

* New Partner Admins can be given different rights by changing the Administration Roles

webeX Partner Hub

50 Customers

[7 WebexCC Train...
Q Search customer details

() Overview Customer Name

Customers

5

£ Administrators

Services

Select Customer

Provisioning Status

WebexCC Training Org
Organization ID: b40b0d99-224e-47ea-94eb-a632d270f3b2 E

Overview
w My Organization

Subscriptions
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() Overview

£ Alerts center

MONITORMG

© Webex Experience

J Analytics
Traubleshaoting

B Reports

MANAGEMENT

| & Users
9 Workspaces
3 Devices
28 Apps
[ Account

& Organization Settings

SERVICES.

(¥ Updates & Migrations
(O Messaging

%, Calling

£ Connected UC

& Hybrid

& WebexCC Training Org

< Users

8 NewAdmin@gmailo.com

NewAdmin@gmailo.com

Profile  General  Meetings  Caling  Messaging  Hybrid Services  Devices
< Profile
Administrator roles Organizational Organization administrator

Functional

Customer management

Services

© Full administrator ()

Read-only administrator (1)

Compliance officer (7)
Advanced troubleshooting access (1)

Customer administratar

Help desk administrator (7)

0]
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Partners Sales Administrators
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Partner Sales Administrators
Webex Calling supports two roles to separate sales privileges:
1. Sales Administrator’s have no access to Customers of the Partner Organization

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

. Can assign other sales/sales full admins within the partner organization.
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Webex Contact Center Expert

Partner users with Sales Full Administration

Can view/manage any customer part of their Partner Org

New Health

I Sporting
Factory

Mary A
Cosmetics
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Webex Contact Center Expert

Partner users with Sales Administration

- No access to Customers in their Partner Org

. Can create other Sales Admins

- Might be assigned to Customers

I _ oy A - —
' Cosmetic SponIng

S

Factory

Partner
Org ‘
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Creating a Sales Full Administrator

Customer management Customer administrator
O sales full administrator () EREEITATNCIEN RIS Gl [T glel(o [

Sales administrator (i)

Help desk administrator (i)

®
®
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Creating a Sales Administrator

NewAdmin@gmailo.com

Profile General Meetings

< Profile

Administrator roles

g NewAdmin@gmailo.com

Calling Messaging

Organizational

Functional

Hybrid Services Devices

Organization administrator
© Full administrator (i)
Read-only administrator ()

®
®
@

Compliance officer (i)

Advanced troubleshooting access (i)

Customer management

Customer administrator
Sales full administrator (iQ

© sales administrator (1)
Help desk administrator (i)

©

©

Read/Write assigned customer orgs

Services

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Partner Administration of Specific Customers

Partners Users can be assigned to manage specific Customers via the Add Administartors
search box.

Add Administrators

Search for the name or email address of who you would like to
grant customer-administrative privilege. This person must be in
your company

NewAdmin@gmailo.com NewAdmin@gmailo.com Vv

Sales Full Admin (read/write all customer orgs)

4 o Sales Admin (read/write specific customer orgs)
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Customer Roles
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Definitions
https://mwww.cisco.com/c/en/us/products/callateral/conferencing/webex-control-hub/datasheet-¢78-740770.htm|

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

- FullAdmin

- Read-only Admin

Functional Admin Roles

Support Admin

User and Device Admin

Device Admin

- Advanced Troubleshooting Access
Services

- Contact center service administrator
- Webex site administratorroles
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Webex Contact Center Expert

Customer Roles

CUStomer Customer

Users Users*

Customers

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

Additional Customer Users are optional
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Webex Contact Center Expert

Creating a Customer Organization Administrator

© 2021

webex Control Hub

Ay Overview
© Getting Started Guide

£y Alerts center
MONITORING

] Analytics
-~ Troubleshooting

B Reports

MANAGEMENT

8 Users

() Workspaces
& Devices

85 Apps

[fa Account

& Organization Settings

SERVICES

(' Updates & Migrations
{) Messaging

%, Calling

4» Contact Center

£ Connected UC

& Hybrid

& USAStudent00

{ Users

g webexcc+USAQ1@gmail.com

o Active

Profile General

< Profile

Administrator roles

webexcc+USA01@gmail.com

Meetings

Calling Messaging Hybrid Services Devices

User Management

Company Policy & Templates
Analytics & Reports

Support Metrics & Notifications
Licenses & Upgrades

Assign Roles

Organizational

Functional

Services

webex
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Control Hub Partner Portal
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Control Hub Portal

admin.webex.com
- Users log in to the Control Hub Customer
Portal using their own CI credentials Cisco \\\ebex

Enter your email address

Email Address
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Partner Organization Overview
Control Hub Partner Portal

WebeX Partner Hub Select Customer

° VI eW a n d m a n a g e a | | Of Pa rtn e r C u Sto m e rS @ You can now assign the Sales Full Administrator role, which lets them focus on only managing X

customer organizations. Learn more.

[fa WXCC_int_Part...
35 Customers
( Overview
[y Customers Q O] Select a filter... VNN Start Trial
Administrators . L. .
a Customer Name Services Provisioning Status Subscription Status
¢y Services
~ Troubleshooting WXCC_Int_Partner | My Organization Not Available Not Available Not Available
% Settings Instructor Example 2 v Provisioned ® Trial ex|

nstructors Tenant 2 O ) v Provisi ® Trial Ex

St 8 v s ® Trial Expired
Student 02 ~ Provisioned @ Trial ex
Student 03a 2 ~ Provisioned ® Trial Active
St 4 = v 5 ® Trial Ex

St 5 8 v s ® Trial Expired
Student 06 O o ~ Provisioned ® Trial Active

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Customer Slide Out Screen
Control Hub Partner Portal

webex Partner Hub Select Customer

Student 04 %

35 Customers Organization ID- 2dfcfad5-385e-40d9-8488-1ed9c797479d B

 View high level details about a

[fn WXCC_Int_Part...
C Q ® Overview
ustomer PR
Customer Name Services
.
« Green button launches into Customer T I—
] . ] &y Services - - Administrator Management
for provisioning o
~~ Troubleshooting Sales Administrators 1 >
. rs Ten
& Setlings
N Subscriptions
Tral u s
Student 02 O ® Provisioned Expires On 9/9/20
Student 03a
Customer Branding
Student 04 o Partner Logo Disabled
Meeting Settings
Student 06
Student 07 4)
Student 08
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Webex Contact Center Expert

Overview Page
Control Hub Partner Portal

- Landing page when launchinginto a
Customer Organization

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

webex control Hub

() Overview
MONITORING
<7 Organization Health

ol Analytics

4+ Troubleshooting

2 of 8 action items complete More = Inactive 0%
MANAGEMENT ‘You can provide a better experience for your end users Not Verified 0
View All Action Items )
& Users . = Verifed 0%
) Jabber to the Webex Get Started
Active
Q Workspaces app
Webex Services NLINE
3 Devices
a0 Potential New Users
38 Apps Devices 0
[ Account Webex Calling Meetings Delayed Conversions 0
Organization Settings Review  Enabla Dirsctory Syn
Hybrid Services Control Hub Developer APl No Devices Added
seRvices . .
Get your users collaborating by adding some devices -
Quick Links
C Updates Add Devi
Room Devices  Contact Center  UCM Cloud plpsvices
(0 Messaging
N
%, Calling Webex
What's New -
o )
b Contact Center Hybrid Services )
£ Connected UC
() () () i
£ Hybrid b Admin Capabilities
Calendar Calendar (Office Calendar The latest update is here! Manage Subscriptions
(Google) 365) (Exchange)
e Organization Tasks
- Learn More
& ‘Webex CC Training Org e e e A J
Audit Log
Cail Message Video Mesh

Overview

Organization Health (1)

36% Experience Score

BETA Updates

Poor Update your Webex services to the
new Webex app and get everything
you need from one place. Leam

Onboarding

1 4 Total Users (3

ast CSV upload on November 19

t10:26AM

webex
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Control Hub Customer Portal
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Overview Page
Control Hub Customer Portal

 Landing page when logging into a Customer Organization

webex Control Hub

Shows that the Status of the Cisco
Cloud Services

Shows that Contact Center Services
are enabled for the Customer Org

7 Organization Health
ol Analytics

A Troubleshooting

MANAGEMENT
£ Users

3 Workspaces
) Devices

as Apps

& Account

@ Organization Settings

I () Overview

MONITORING

Qverview

Organization Health (1) BETA Updates

O N
36% Experience Score Poor Update your Webex services to the

new Webex app and get everything
you need from one place. Learn

2 of 8 action items complete More

You can provide a better experience for your end users

View All Action Items

2 Jabber 1gu#€ Webex Get Started
app
Webex Services ALL ONLINE
Devices
Webex Calling MegifGs
Hybrid Services Copl Hub Developer AP| No Devices Added

SERVICES Get your users collaborating by adding some devices. o
Quick Links
RgerflDevices  Contact Center  UCM Cloud padiierices -
O Messaging COVID-19
Nehe
%, Calling Webex
What's New -
Contact Center Hybrid Services (_Leam more )
L) L) L) o = Admin Capabilities
Calendar Calendar (Office Calendar The latest update is here! Manage Subscriptions
(Google) 365) (Exchange) ~ -
4 N Organization Tasks
[(y webex cc Training Org L) e () (_ Learn More )
. Audit Log
Call Message Video Mesh

1 4 Total Users

ast CSV upload on at 10:26AM
— Inactive 0%
Not Verified 0%
= Verified
Active
Potential New Users 0
Delayed Conversions 0
Review Enable Directory Syn
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How to X-Launch into Tenant Portal
Control Hub Customer Portal

o Services webex Control Hub

Contact Center

. Contact Center

[ S ettl n g S < Organization Health

o Analytics

-+~ Troubleshooting

MANAGEMENT

& Users

@ Workspaces
& Devices

88 Apps

[ Account

# Organization Settings

SERVICES

G Updates Create a Template
{0 Messaging .
A template is what your customer uses to contact customer care

%, Calling

¢» Contact Center m

£ Connected UC

& Hybrid

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Confidential. WEbEX
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Contact Center Settings Page

Control Hub Customer Portal

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

webex Control Hub

Make sure to chose
Settings

Sync users configuredin CH
with Tenant Portal

(r) Overview
MONITORING

7 Organization Health
o Analytics

A~ Troubleshooting

MANAGEMENT

A Users

@ Workspaces
) Devices

8¢ Apps

[ Account

# Organization Settings

SERVICES

 Updates

() Messaging

%, Calling

) Contact Center
£ Connected UC

& Hybrid

ﬁ Webex CC Training Org

Contact Center

Features Connectors

Settings

Synchronize Users

Service Details

Synchronize \Webex Contact Center User;

All edits to the Contact Center users mugiAie synchronized with the Webex Contact Center Management Portal to ensure that user entitiements are aligned

Synchronize Users

Webex Contact Center Country of Operation

United States of America
Webex Contact Center Platform Details

New Platform

Digital Channel

Native Digital

Voice Channel

‘Webex Calling Integrated

Webex Contact Center Telephony

‘Webex Calling(CCP and Local gateway)

This PSTN Connection type was selected during first-time setup. To learn about Contact Center telephony please read the Setting Up Voice Channel for Cisco Webex Contact

Center document.

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Contact Center Settings Page

PSTN Connection

 Accordingto the Customer FTSW selection, the chosen Webex Calling PSTN options will be shown:

e 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

webex Control Hub

[y webex cc Training org

Contact Center

Settings

Webex Calling Integration
Settings

Telephony Settings

Webex Contact Center Country of Operation

United States of America

er Platform Details

Webex Calling Integrated

Webex Contact Center Telephony

Webex Calling(CCP and Local gateway)

Inbound Dial Numbers.

Add numbers in Webex Calling Service

ing first-time setup, To learn about Contact Center telephony please read the Setting Up Voice Channel for Gisco Webex Contact

L

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Contact Center Settings Page

Control Hub Customer Portal

« “Goto Webex Contact Center Management Portal” link will cross-launch into Tenant Admin Portal for

the Customer Organization

webex Control Hub

) Overview Contact Center
MONITORING Features Connectors Settings
» Organization Health
Redact
sl Analylics Redact confidential user information from chat and email content
v Troubleshooting Drop
Drop chat and email which contain confidential
MANAGEMENT
Q Users Chat Security Banner

Enable a Chat Banner that cautions user from sharing any confidential information

GJP Enable
T

9 Workspaces

Devices lowing banner
pope pers
B Account

& Organization Settings
Content Security Policy Domains considered safe for Webex Contact Center applications
Allowed List

SERVICES

 Updates
Registered Domains
(O Messaging
The domains tagged in grey are mandatory and can't be rer

Calling
*.ciscoccservice.com *.cisco.com
4} Contact Center
£ Connected UC
© Hybrid
Advanced Configuration Webex Contact Center Management

GotoV

er Management Portal [ 7

[ Webex CC Training Org

X-launch to Tenant Admin Portal

Configure advanced features for the customer organization including user profiles, multimedia profiles, sites, teams, and routing strategy.

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Tenant Portal
Landing Page

 Landing page of the Tenant Admin Portal for Customer Organization

Instructors Tenant 2 | Local Time @ Contact Center Admin ~ of
#
Instructors Tenant 2 Dashboard X
i Entry Point - Site level Dashboard v
Q
I
=
1]
Snapshot Entry Point IVR Realtime - Chart A Entry Point Interval Realtime - Chart A4
Al - Al b Al v Al b
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Webex Contact Center Expert

Users Management
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

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. 'INEbEX
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User Management

CH Customer Portal

List of existing Users

Add new Users by clicking green button

(R) Overview
MONITORING

2 Organization Health
wul Analytics

- Troubleshooting

MANAGEMENT

 Workspaces

O Devices
33 Apps
[ Account

#} Organization Settings

SERVICES

(C Updates

{2 Messaging

%, Calling

4} Contact Center
& Connected UC
& Hybrid

Webex CC Training Org

webex Control Hub

Users

Q

All 14 Administrators 1

First Name

Ana

Bob

cC

cc

cc

cC

cc

cC

Elizabeth

Jake

John

Julie

Supervisor

wxcctrainingadmin

External Administrators 1

Last Name

Doe

Doe

Agent 3

Agent 5

Agent 1

Agent 2

Agent 4

Agent 6

Windsor

Supervisor

wxectrainingadmin

Display Name

Ana Doe

Bob Doe

CC Agent 3

CC Agent 5

CC Agent 1

CC Agent 2

CC Agent 4

CC Agent 6

webexcc+EW@gmail.com

Jake Doe

John Doe

Julie Doe

bewebex trainer+supervisor.

wxcctrainingadmin@email.c...

Email

contactcenterstude,

contactcenterstyj

bewebex traingf+student3@...

bcwebex.trainer+studentS@...

bewebex trainer+student1@...

bewebex trainer+student2@...

bowebex trainer+studentd@...

bewebex trainer+student6@ ..

webexcc+EW@gmail.com

contactcenterstudent+s03@...

contactcenterstudent+s01@.

contactcenterstudent+s02@...

bewebex trainer+supervisor.

wxcctrainingadmin@email.c...

Active

Active

Active

Active

Active

Active

Active

Active

Active

Active

Active

Active

Active

Active

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

webex



Webex Contact Center Expert

Manual User Addition

CH Customer Portal

Manually Add Users

Manage Users

Active Directory Directory Synchronization
» Disabled
Turn on Directory Synchronization

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)

Resend Invitations Resend invitations to all verified and unverified users.
Resend invitations

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Manual User Addition

CH Customer Portal

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

Manage Users

&

Users will automatically be sent a welcome email from

Cisco.

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Manual User Addition

CH Customer Portal

. Enter an email address for the new user

Manage Users

Manually Add or Modify Users

EMef ufp 0o 75 users 1o Moy

a Ernadl address

Names and Email address

Studenti@Bgmad com =

i ]

- D

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Manual User Addition

CH Customer Portal
« Assign Licenses for the new User

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

« Standard Agent - | Webex Calling is needed if User wil
Manage users be a Webex Calling User
e Premium Agent Add Services for Users /
Select the service entitlements that you want to provide to users.
* Supervisor (Premium Agent) () Messaging 42 Meeting \, Calling Contact

Center
Free Public Collaboration Services

Basic Messaging ® Call on Webex (1:1 call,
non-PSTN)

Licensed Collaboration Services

Messaging Calling Customer Care
Advanced Messaging Webex Calling Contact Center
Professional Assign License Type ©

Select User Role @

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Manual User Addition

Webex Calling Number Assignment

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

Extensionis mandatory

***0Only necessary if the User is a Webex Calling User***

User

bewebextrainer+s@gmail.com

Assign Numbers

Location

Main HQ ~

Phone Number

None

Extension

1001

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Bulk User Onboarding

CH Customer Portal

« Select CSV Add or Modify Users

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Active Directory

Modify Users

Manually Add or
Modify Users

Add or Modify up to 25 users.

Resend Invitations

Manage Users

Directory Synchronization

o Disabled

Turn on Directory Synchronization

CSV Add or Modify
Users

Add or modify users with a CSV
file.

Export user list
View import history (tasks)

Claim Users

Resend invitations to all verified and unverified users.

Resend invitations

webex
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Bulk User Onboarding

CH Customer Portal

«  Export Users or download the CSV template

« Once CSVtemplate is complete, Import the CSV back into Control Hub

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Manage Users

Bulk Add or Modify Users

This method 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 column 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

S nplate

/T\

r click to browse
Learn

more

If your CSV file contains Unicode characters (e.g. 3, @, i, Ui, B), import your file in the UTF-8 format. L

Back

webex
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User Activation
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

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential.

Atlas Test WXCC Int_Partner
is waiting to collaborate with
you on Cisco Webex Teams.

Hi colleague,

Webex Teams is the fastest way to join your Webex meetings. It is your
team's business messaging app, conferencing solution, and phone
system all in one

Atlas_Test_WXCC_Int_Partner wants you to join Cisco Webex Teams
and start connecting right away

Join Atlas_Test WXCC _Int_Partner now

webex



Common Identity Password Setup
Tenant Admin

«  Customer Admin sets password in Common Identity (Cl) and then logs in to Control Hub

Cisco \\Vebex

Create a new password

New password

Confirm new password

Save & Sign In

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential. webex
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User Editing
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Verification of User License Type

webeXx Control Hub

(A Overview
© Getting Started Guide Profile General Meetings Calling Messaging Hybrid Services Devices
£\ Alerts center
MONITORING User details First Name CcC
]l Analytics
Last Name Agent1
-+~ Troubleshooting
B Reports Display Name CC Agent1
MANAGEMENT Email Address c.ontactcenterstudent@gmail.com
I 8 Users Preferred Email Language @ English - American English v Using default settings
() Workspaces
O Devices Last Email Status Delivered \ Last Sent: Jan 13, 2022, 2:29:57 PM
85 Apps . ioati ina:
Name Labels Status: Not enrolled | Organization Setting: Off (i)
[ Account
£ Organization Settings
Licenses (O Messaging Basic Messaging
SERVICES
¢ Updates & Migrations £ Meeting Basic Space Meetings
O Messaging  Calling Call on Webex (1:1 call, non-PSTN)
%, Calling
& Contact Center ¢} Contact Center Premium Agent
e - ™~
El USAStudent00 (_EditLicenses )

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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User License Editing

CH Customer Portal

« Select target User for editing his/her License Assignment

webeXx Control Hub

(R) Overview

(© Getting Started Guide Profile @l

£\ Alerts center

MONITORING User details

il Analytics
-+~ Troubleshooting

[ Reports

MANAGEMENT

& Users

Q) Workspaces

3 Devices

88 Apps

[f3 Account

& Organization Settings

Licenses
SERVICES

( Updates & Migrations
{O Messaging
%, Calling

4> Contact Center

EI USAStudent00

Meetings

Calling Messaging

First Name

Last Name

Display Name

Email Address

Preferred Email Language @

Last Email Status

Name Labels

(O Messaging

] Meeting

 Calling

d» Contact Center

r/‘

™
( EditLicenses )
\ J

Hybrid Services Devices

CcC

Agent1

CC Agent1

c.ontactcenterstudent@gmail.com

English - American English v Using default settings
Delivered \ Last Sent: Jan 13, 2022, 2:29:57 PM

Status: Not enrolled | Organization Setting: Off (1)

Basic Messaging
Basic Space Meetings
Call on Webex (1:1 call, non-PSTN)

Premium Agent

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Services enabled for CC Agent1

() Messaging &R Meeting R, Calling

Free Public Collaboration Services

Basic Messaging Call on Webex (1:1 call,

non-PSTN)
Licensed Collaboration Services
Messaging Calling

Advanced Messaging Webex Calling

Professional

. Contact
o~ Center

None

Customer Care
Contact Center

Assign License Type C
© Premium Agent

Select User Role
© Agent

Supervisor

Standard Agent

-




Webex Contact Center Expert

Enabling Customer Tenant Admin

Verification of Tenant Admin License Assignment

webeXx Control Hub

O
() Overview Profile General Meetings Calling Messaging Hybrid Services Devices
© Getting Started Guide
7\ Alerts center
= User details First Name webexcc+USAO01
MONITORING
Last Name webexcc+USAO01
] Analytics
-+~ Troubleshooting Display Name webexcc+USA01@gmail.com
B Reports
Email Address webexcc+USA0T@gmail.com
MANAGEMENT
Preferred Email Language @ English - American English v Using default settings
8 Users
© Workspaces Last Email Status None
3 Devices o X
Name Labels Status: Not enrolled | Organization Setting: Off @
88 Apps
[fz Account
& Organization Settings Licenses (O Messaging Basic Messaging
Advanced Messaging
SERVICES
£ Meeting Basic Space Meetings
(C Updates & Migrations
(O Messaging %, Calling Call on Webex (1:1 call, non-PSTN)
%, Calling
4} Contact Center Contact Center Admin
4> Contact Center
N
( EditLicenses )
[ UsAstudentoo - .

© 2021 Cisco and/ormsaniraes AT TS Teserved: USco CoNTeentrar:
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Enabling Customer Tenant Admin

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

webex Control Hub

() Overview

(=) Getting Started Guide
b Alerts center
MOMITORING

] Analytics
 Troubleshooting

B Reports

MANAGEMENT

A Users

9 Workspaces
3 Devices

28 Apps

[y Account

# Organization Settings

SERVICES

(& Updates & Migrations
() Messaging
%, Calling

£} Contact Center

[ usaswdentoo

<

;}:)L‘ CC Agent1

Licenses

General Meetings Calling Messaging Hybrid Services Devices

Preferred Email Language (©)
Last Email Status

Name Labels

() Messaging
[ Meeting
%, Calling

4} Contact Center

Edit Licenses

English - American English ~  Using default settings
Delivered | Last Sent: Jan 13, 2022, 2:29:57 PM

Status: Not enrolled | Organization Setting: Off (7)

Basic Messaging

Basic Space Meetings

Call on Webex (1:1 call, non-PSTN)

Premium Agent

Administrator roles

None

Security

Reset Access oo ]

Revoke user access tokens for the Webex app on desktop, web, and mobile. This deletes any ¢
to sign in again. Learn more

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Profile

General Meetings Calling Messaging

< Profile

Administrator roles Organizational

Functional

Services

Hybrid Services Devices

Organization administrator
© Full administrator (1)
Read-only administrator (i)

©
@
®

Compliance officer (i)

Advanced troubleshooting access (i)

webex




Webex Contact Center Expert

Veritying Customer Tenant Admin

Licence Type

e Once Customer User has been made Full Adminin CH, the Webex Contact Center Administrator

license is assigned to that user

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Services enabled for CC Agent1
() Messaging LR Meeting \, Calling

Free Public Collaboration Services

Basic Messaging (0] Call on Webex (1:1 call,
non-PSTN)

Licensed Collaboration Services

Messaging Calling
Advanced Messaging Webex Calling

Professional

Q Contact
Center

None

webex
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Lab 1

Creating Agents in Control Hub

e Estimated Time: 30 minutes ’ ‘

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Customer Creation Process

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. WEbEX
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Customer Creation Process @ @

Implementation Roles CSAM Partner

Partner

0 ’ CCW Order Configure Tenant— <I': ‘Perform UAT

Release Hold

lan for U

Ownership Go Live!

/

Create Tenant

e

Enable the Trial J
—_
And Customizati

Provision Tenant

CSAM

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex



Partner Control Hub Trial Creation
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Webex Contact Center Expert

Trial Support and Creation

Control Hub Partner Portal

« Partners have the option to supportthe 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

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. 'INEbEX



Webex Contact Center Expert

Trial Creation in Control Hub
Control Hub Partner Portal

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

webex Partner Hub SOl
(@ You can now assign the Sales Full Administrator role, which lets them focus on only managing
customer organizations. Learn more.
WXCC_Int_Part...
35 Customers

(A7) Overview
Customers Q 0 Select a filter...

Administrators : L
a Customer Name Services Provisioning Status
¢ Services
A Troubleshooting WXCC_Int_Partner | My Organization Mot Available Not Available
% Settings Instructor Example O O + Provisioned

nstructors Tenant 2 O 4 + Provisioned

v O Start Trial

Subscription Status

Not Available

@ Trial expires within 60 days

® Trial Expired

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential.
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Trial Creation in Control Hub

Control Hub Partner Portal

« Basic Information for Trial Creation

e Customerinfo

» Customer Email

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Customer Information

Start New Trial

Legal Company Name ®
Student 49

Administrator Email

webexcc+student09@gmail.com

Country for User account and Encryption Key storage

United States of America v

Select the country code closest to your customer. This will
ensure their user data and keys are deployed in the closest

regional data center. For more information, please read
Learn More

I certify that this customer is in a supported location for Cisco
Webex

Cancel

webex
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Trial Creation in Control Hub
Control Hub Partner Portal
« Basic Information for Trial Creation

» Desired Services

* Number of Users

e Duration

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Trial Services

Licenses Quantity

Trial Duration

Start New Trial

Messaging

Cisco Webex Teams

Mesting

Cizsco Webex Team Meetings

Cizco Webex Enterprise Edition 200 with CMR/TNU+
Calling

Webex Calling

Contact Center

Wibew Gonfact Genter services requine Glsoo Webex Teams as 2 prersquisie.

Wiebex Contact Center

‘Webex Davices

Cisco Webes Room devices and Cisco Webex Desk
Devices

Licenses

Cisco Webes Board

o Licenses

Licenses Quantity

100 Users

| 90 Days |

webex
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Trial Creation in Control Hub

Control Hub Partner Portal

« Oncea Trial is created, Partner can view status of the Trial or launch in for provisioning/setup

« Trials can be extended only once

g

)

¢ 0 kB

WXCC_Int_Part...

Overview

Customers

Administrators

v Services

Troubleshooting

Settings

Customers

Q. 17 Customers

Customer Name

Swaent us

Student 08

Student 10

Student 11

Student 12

Student 13

Student 14

Student 15

StudentXX

Select a filter...

Services Provisioning

¥ PTovVISIOnet

v Provisionet

v~ Provisione¢

~ Provisionet

v Provisionet

~ Provisionet

~ Provisionet

~ Provisionet

A Awaiting pl

StudentXX

Overview

Setup Customer

Administrator Management

Partner Administrators

Subscriptions

Trial

® Provisioning

Customer Branding

Partner Logo

Disabled

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Webex Contact Center Expert

Customer Setup
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

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

(?3 Hardware, Software and Services

@ 10 A-SPKCUNP-CLOUD -

Cooud CLIWP (1) more... @
dh vl 5 of 08-Jul-2017 05:5% POT

SMART ACCOUNT Assign Cusiomer Sman A
ECCH EARSS

Initial Term FAuty Renewal Term | Billie Model
36 Months 12 Months Maonthly Billing

ACRONS W

P.O. Ling Raferance ™,

Lead Time ) Unit List Price aty Ext. List Price

. Kot Applicabds 0.00 0.00

1 MRE Total of MRC

Provisioning Comtaet Email * 0

Showing 1-1of1Linelems (Previous 1 % Mex
a4

webex
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Customer Setup

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

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

lseo' Webex Contact Center

ol
Cc

Your customer ‘Cumulus Motorcycles’
is awaiting setup for Webex Contact
Center

Details

Order Number: CJP9821988
Custorner Name: Cumulus Motorcycles

Setup Cumulus Motorcycles

Need help? Contact us.

webex


mailto:support@webexteams.com

Webex Contact Center Expert

Customer Setup

Provisioning Roles

« Role Choice
* Partner
 Customer*

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

© 2021 Cisco and/or its affiiates. Al rights reserved. Gsco Conficential.

Cisco \Vebex

Welcome to Setup - Please indicate your role

Order Number: 9001B1B7-91B51-17001
Subscription ID: Sub9001B11B7-931B1-DEM17001

Ower the next few screens, you will be providing information needed to provision the services you have

just purchased. This is a necessary step without which the services you have purchased will not be

available for use.
If you are a customer who will be using these services, select ‘| am a Customer.”

If you are a partner who will be setting up these services on behalf of the customer, select 'l am a
Partner.’

If wou are a partner who will be using these services (e.g., CUWP), select 'l am a Customer.'

To begin setting up this order, please indicate what your role is in relation to this purchase.

webex




Webex Contact Center Expert

Customer Setup
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)

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Cisco Webe}{ Order Number: 9001B187-91851-17001

Subscription ID: Sub9001B11B7-93181-DEM17001

Are you going to set up services?

n order to complete provisioning, you'll need some technical information like the Webex site URL, SIP

domain, and a few other things. If you don't have this information, then you can't set up the services.

Are you the correct technical person to be providing this type of information?

The provisioning contact will become

the Partner Admin for the Customer

webex




Webex Contact Center Expert

Customer Setup

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 tothe right Partner
organization, it is best to stop and to contact their Cisco
CSAM

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Cisco Webex Order Number: 9001B1B7-91B51-17001

Subscription ID: Sub3001B11B7-931B1-DEM1 7001

|dentify your organization

Based on your email address, you have been matched to the following organization. This arganization will
be entitled to manage the customer's services.

Atlas_Test_ordersimp_Partner

oo e

webex




Webex Contact Center Expert

Customer Setup
ldentifying Customer Admin
- This step allows the system to determine if

an Customer Org already exists for the
Customer based on the customeradmin

email

NOTE: No email communication is sent to the customer.
Optionto send emailis provided later to the Partner

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Cisco WebeX Order Number: 9001B1B87-91B51-17001

Subscription ID: Sub9001B11B7-931B1-DEM17001

l[dentify customer admin

Provide the email address of the person in your customer's company that will be administering the
services. The email address will only be used to determine if your customer already has an organization
registered in our identity system. Mo email communication will be sent to this email address at this point.

webex




Webex Contact Center Expert

Customer Setup

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

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Cisco \Vebex

Identify customer organization

Order Number: 9
Subscription 1D LY

webex




Webex Contact Center Expert

Customer Setup

No Customer Email Match Found

New Customer to be set up

Cisco \Webex Lty D SuA001E1 175181 e 708

- If no Customer Organization is found based
on provided customer admin’s email,
Partner can create a new Customer

O rg an ization || customer belongs. You can create ' LZI:. -.\',-::.'ru! organization for them by providing a ¢ :Z"I:J‘HI'-:_" '|

Create an organization for your customer

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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Customer Setup Post
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

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Cisco \Vebex

This order will be mapped to the following Organizations

Order mapping is permanent. Once you click Next, you can't come back and change the mapping. Only
proceed if you want to map this order to the following organization(s).

Click Mext if the information shown below is correct

Order Number: 9001B1B7-91B51-17001
Subscription ID: Sub9001B11B87-931B1-DEM17001

Partner Organization Information Customer Organization Information

webex




Webex Contact Center Expert

Customer Setup Post
Subscription Mapping

- After confirmation, the subscriptionis
correctly mapped. Then, the Customer can
proceed to provide the provisioninginfo

- The Partner or Customer can then directly
log into Cisco Webex Control Hub in the
future (http://admin.webex.com)

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

Cisco \Webex

Thank you. The order has been mapped correctly. Please
continue to provide provisioning details.

Order Number: 9001B1B7-91B51-17001
Subscription ID: Sub9001811B7-931B1-DEM17001

Next step Next you need to provide information to provision the services. You may be asked to login

webex



http://admin.webex.com/

First Time Customer Setup or Billing
Start Run through
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Webex Contact Center Expert

First Time Customer Setup

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

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.

P
o

Calling Settings

Contact Center Settings _

@m

Enterprise Settings

Plan Review

() Webex Teams

Cisco Webex Teams Free Messaging

Start your new 90-day trial.

£y Webex Meeting

Free Public Collaboration Services
Cisco Webex Teams Free Meetings

Licensed Collaboration Services

Start your new 90-day trial Start your ner
Enterp!
B

Webex Meetings

, Webex Calling

Cisco Webex Free Calling

w 90-day trial

d» Contact Center

None

Start your new 90-day trial

Webex Contact Center
577 Premium Concurrent Agents

Standard Concurrent Agents

Save for Later Get Started

webex
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First Time Customer Setup

License Plan Review

Plan Review
Overview of your collaboration plan P |a n Rev | eW

Calling Setti
alling Settings D Webex Teams @ Webex Meeting % Webex Calling Q Contact Center

Free Public Collaboration Services

Contact Center Settings

Cisco Webex Teams Free Messaging Cisco Webex Teams Free Meetings Cisco Webex Free Calling None

Licensed Collaboration Services

Enterprise Settings

Start your new 90-day trial. Start your new 90-day trial. Start your new 90-day trial. Start your new 90-day trial.

Finish )
Webex Meetings Webex Contact Center

Premium Concurrent Agents

Need help - Search the knowledge base. Save for Later Get Started

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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First Time Customer Setup
Webex Calling Data Center Location

Calling Settings

Calling Settings Data Center Country Selection

Pty ~related sotti 0
CieRin e Choose the country to which all data, media, and registrations will be mapped. Once selected, this country can't be changed and all subsequent locations and users will be

provisioned to the associated data center. The country can be different from where a location is physically located

Contact Center Settings

United States of America V.
Customer Contact Customer Address
Enterprise Settings First Name Address
Site Address
Finish Last Name Unit, Suite, etc.
Admin City / Town
Phone Number City

w1 (240) 720-0655 State/ Province/ Region

Email Maryland v

email@email.com
ZIP/ Postal Code

20886

5 y . Back Next: Default Location
Neod holp - Search th

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex



Webex Contact Center Expert

First Time Customer Setup

Webex Calling Default Location

Calling Settings

Phone-related settings

Enterprise

Finish

Need help edge base

Calling Settings

You can close and let the customer complete the rest of the setup

Save & Close

To setup your first Location, enter the Location Name and provide additional details below. You can add mere locations later by going to Sennces > Call > Locations. Phone numbers can also be added to

wour location later.

Location Name

Main HQ

Country

United States of America W
Language

English (United States) w

Time Zone

America/New_York ~

Clear

Skype for Business @

Location Address
Address
Address

Unit, Suite, ete.

City / Town
City
State/ Province/ Region

Maryland

Z1P| Postal Code

20886
Clear Reset to saved information
)

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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First Time Customer Setup
Webex Contact Center Data Center Location

Plan Review

Contact Center Settings

Webex Contact Center country of operation
Select the country where this contact center will operate from. The customer tenant will be mapped to the closest regional data center. For mare information, read here

United States of America
Contact Center Settings

Platform and telephony setlings A Wabe

ur requirement

Finish

Need help: - S

Back

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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First Time Customer Setup
Webex Contact Center PSTN Settings

Plan Review

Contact Center Settings

Calling Settings

Webex Contact Center country of operation
Select the country where this contact center will operate from. The customer tenant will be mapped to the closest regional data center. For more information, read here

. N
Contact Center Settings
(TG R I G D Webex Contact Center Platform
Choose a contact center platform for this customer. Consult with Cisco Solution
Enterprise Semngs Assurance to ensure the right selection. This configuration cannot be changed later.
PRODUGTION SUBSCRIPTION EFT ONLY
Finish Default Platform New Platform
Select this option to setup a tenant for a Select this option to setup an EFT tenant for
Webex Contact Center Subscription Order. the Webex Contact Center Platform.
Learn more about the Default Platform Learn more about the New Platform

Webex Contact Center Telephony

To learn about Contact Center telephony, please read the Voice Onboarding for Webex Contact Center document.
Voice POP Bridge
Service Providers can use this telephony option to provide telephony connection to Voice POPs. Verify this selection is correct as it cannot be changed later.

Webex Calling

Choose this option if you would like to configure Contact Center telephony through one of the approved Webex Calling Cloud Connected Providers(CCPs) or Local gateway

Back

Need help - Search the knowledge base

© 2021 Cisco and/or its affiiates. All rights reserved. Osco Conficential. webex
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First Time Customer Setup

Webex Enterprise Settings

Enterprise Settings

Set up global configurations

Need hel

Enterprise Settings

Cisco Webex SIP Address
Select a subdomain that identifies your company. The subdemain will be used to create We

Enter Subdomain

sipaddresswebextest ‘ Check Availability Cancel

Enable Cisco Webex Assistant for Devices

sse5. SIP addresses can be changed later directly in Cisco Webex Control Hub

With Cisco Webex Assistant for Denaces, users can use their voice to interact with room devices. Users can smply ask Cisco Webex Assistant for Devices to stant a meeting, join a colleague’s personal

meeting room, call anyone in the organization, and much mone

Wiew our Webex Asgs vices adoption toolkit

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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First Time Customer Setup

Completion

Plan Review

Calling Settings

Contact Center Settings

Enterprise Settings

Finish

Complete your setup

Meed help - Search the knowledge base

Get Started

You're ready to go!

You have completed the Service Setup. If you need to
modify any choices you made, visit the Settings or the
Services tab.

©

Your services are being
provisioned

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Review Questions

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?

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential.
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Module Objectives Wrap-up

 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

© 2021 Cisco and/or its affiiates. All rights reserved. Gsco Conficential. 'INEbEX
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