Configurar o Webex Connect com o Facebook
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Introduction

Este documento descreve as etapas para configurar o Webex Connect com o Facebook.

Contribuicdo de Mykola Danylchuk, engenheiro do Cisco TAC

Prerequisites

Requirements
A Cisco recomenda que vocé tenha conhecimento destes topicos:

- Webex Contact Center (WxCC) 2.0
- Portal Webex Connect com fluxo do Facebook configurado

Componentes Utilizados



As informagdes neste documento sao baseadas nestas versdes de software:

- WxCC 2.0
- Webex Connect (formalmente IMI)

The information in this document was created from the devices in a specific lab environment. All of
the devices used in this document started with a cleared (default) configuration. Se a rede estiver
ativa, certifique-se de que vocé entenda o impacto potencial de qualquer comando.

Configurar

Etapa 1. Provisionar Canal Digital.

Navegue até Control Hub > Contact Center > Digitale Selecione Provision Digital Channels.
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Abra o conector para ver os detalhes da autenticagao.

< IMI OAuth Client Credential

Credentials
Name *

Resource Domain *

Client ID

Client Secret

Scope

Token URL

Etapa 2. Criar servigo no portal Webex Connect.

Se vocé ainda nao tiver nenhum servico criado para seu espaco ou se quiser separar todas as
integracdes de outros usuarios, crie um novo Sservigo.
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Etapa 3. Faga download dos fluxos de tarefas principais.

O espaco deve ser configurado com Core Task Flows, COMO Routed, Modified, € Closed Workflows.



Workflows Overview:

- Channel specific inbound workflows needs to be created per

FBM SMS Email Chat channel/trigger
e IRBannd IREE henna - Routed 'I.nvorkflow is 1 per instta nce and gets triggered when an
Workflow Workflow Workflow Workflow agent clicks ‘Accept’ button in WxCC desktop.
Routed Workflow | Modified workflow is 1 per instance and gets triggered when an

Modified Workflow | agents attempts transfer/conference in WxCC desktop.

Closed Workflow | - Closed workflow is 1 per instance and is triggered when agents
click on ‘End’ button in WxCC desktop.

- Routed, Modified, Closed workflows are readily available and
can be uploaded to the tenant and then updated with the tenant
IMI Connect Tenant Channel Specific Flows specific configuration.

Assets Channel Agnostic Flows

Faca o download do core workflows de Github: Webex Connect Flows.
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Erecomendavel criar servicos separados no webex Connect € hospedar esses fluxos I4.
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Etapa 4. Baixe o fluxo pré-configurado do GitHub para Facebook.


https://github.com/CiscoDevNet/webexcc-digital-channels/tree/main/Webex%20Connect%20Flows/v2.1

Nao é necessario criar o fluxo desde o inicio. Ha alguns fluxos pré-configurados que podem ser
usados. Navegue até Webex Connect Flows.

e faga o download do fluxo para integragcdo com o Facebook.

O Product -~ Team Enterprise Explore ~  Marketplace  Pricing Sign in | Sign up
& CiscoDevMet / webexce-digital-channels - pu [ g o
€3 Code (D isues 11 Pullrequests () Actions [ Projects OO Wid @ Security | rsights
¥ main - webexee-d :_|I'.\\|-\'."\II\-I|\' g [/ Webex nect Flows S w2l Go 1o Tl
= guanamz3 Puthed the changes 1o Handled the plain test mode w7714 an My ) History
O
I.:j Fa
D w
D
o =
o
O ™
C
D w
Quando vocé tiver fluxo no seu PC, carregue-0 no Flows €m Seu Services.
Cliqgue em create Flow.
Services - Mykola_IMI
# Dashboard [ o Flows : Rules AR o Settings
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Arraste e solte o fluxo pré-configurado para carrega-lo nos servigos.


https://github.com/CiscoDevNet/webexcc-digital-channels/tree/main/Webex%20Connect%20Flows/v2.1

Create Flow

Flow Name
Facebook

Type
® Work Flow Vioice Flow

Method

Upload a flow

New Flow
Copy from existing flow
Upload a flow

Drag and Drop "workflow' file

Choose File

Cancel =G0

Etapa 5. Configure a Autorizagéo.

Navegue até Assests e clicar em Integrations.

Assets

Mumbers

Apps

Integrations
regration ID: a_1660169606185243

Brvice -

Configurar autorizacdo sob webex CC Engage integration.



< Manage Integration - Prebuilt Integration

Integration Details

Name ) Webex CC Engage
Description ] CRUD for imiengage test12223
Sarvice : Gore Task Flows, Anuj_imi_senice_V2, bhusures_IMI_kK Integration, Jeevan_Test_Service, TAG_Dock3, Bala_IMI_integration,

Flows = Rowted_Fl

bhusure: nail_flon

TAC_Liy Dock3, Fb_F
Rules = LY
Tenant Identifier : raane = 0
Validate Signature g Disabled

Authorization for Inbound events

Authorization a Disabled
Nede Authorizations
Authorization Auth Type Grant Type Status Action
> WxCC Engage Authorisation oauth2 elient_credentials Authorized
Nodes: - 30 Authorization
Node

Configure a autorizagao e gere uma chave secreta no webex CC Task integration.

< Manage Integration - Prebuilt Integration

Integration Details

Integration Details

Name

Description 3 Make CRUD operations on WxCC task APis

Service 3 Core Task Flows, Anuj_imi_service_V2, bhusures_IMI_New_Integration, Jeavan_Test_Service, TAC_Dock3, Bala_IMI_Integration,
Cisco_Live_Test_Anuj_Ramiro, Mykola_IMI, New_TAC_Email _Dock

Flows ] Routed_Flow, Modified_Flow, se_Flow, Email_Flew, Facebook_Flow, LiveChat_Inbound, LiveChat_Close, bhusures_fb_flow,
Bhus: imi flow, bhusures_ir I I =1 | ok, SMS. k Now, Jeeva
TAC_| Flew, F

Rules : MNA

Tenant Identifier 3 =0

Validate Signature : Enabled

Secret Key Created On Created By Status Action
ahie = (7 02-08-2022 10:58 UTC -0400 Admin

Authorization for Inbound avents

Authorization : Disabled

Node Authorizations

Authorization Auth Type Grant Type Status Action
> WxCC Authorisation oauth? authorization_code Authorized
Nodes ___* Add Authorization
Node

Etapa 6. Crie o aplicativo Facebook no portal Webex Connect.

Aplicativo no webex Connect € basicamente o ponto de entrada. Para criar New App, havegue até
Assets € clicar em Configure New App.
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Configure New App
App Type
All Apps .

Mesage data showe bolow Is for Lant 30 days

Channel Apps (37) Messages Sent Messages Received Actions
FB_Myola © (G2
(-] App a2 1790674030000 [ 14
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FaiCiscolive © G2
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Service - ReCiscolivel
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App D CHIB161920 1 3
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Dé um nome ao seu aplicativo e Add Messenger Page.
Configure New App - Messenger

Madme
Facebook test] Docs

Messenger Page Details
You can add ong of your Messenger pages in this application 10 send and receive from your 5. Learn more about messaging on Messenger in our docs

ADD Mess: PAGE
Ssenger

O aplicativo pode ser mapeado para uma pagina especifica do Facebook. Insira as credenciais do
Facebook para mapear o aplicativo para uma pagina aberta do Facebook.

) Login to Facebook x +
“ c @ facebook.com/login.php?next=hitps%3A%2F%2Fwww.facebook.com%2Fv8.0%2Fdialog%2Foauth%3Fencrypted_query_string%3DAeCOPU1Zu0O-V5SBIDyz850gqvNucH
Study Home ar Google Translate Day Day 1 Wiki MAC & Google REQUIRED Training Cisco Meeting AP Training-waorkrelatad

facebook

n Sign in to continue.

Login to Facebook

Sign in to continue

Forgot your account?

or

Selecione qual pagina de cédigo aberto vocé deseja usar para esta integragao.



Select Messenger Page

We found the following pages in your Messenger account

IM1_Fb_Demo

AVAILABLE

Registre a pagina do Facebook com webex cC para vé-lo no webex Contact Center portal do
administrador.

Register to Webex CC - FB_TOI_App

Are you sure you would like to register this app to Webex CC7? Please note that once registered
to Wabex CC you cannot deregister this asset.

SELECT SERVICE

Select Service

Etapa 7. Crie um ponto de entrada e uma fila no portal do administrador do Webex
Contact Center.

Ligado webex Contact Center portal, navegue até provisioning > Entry Point.



nttps://portal-v2.wxcc-us.cisco.com/portal/l

Webex CC With WxC as PBX [ashboard

Provisioning

—

L

Criar ponto de entrada com Channel Type - Social Channel, Social Channel Type - Facebook Messanger € O Asset
Name.

Vocé néo precisa criar nenhuma Estratégia de roteamento para o ponto de entrada.

Webex C With WaC as PBX |Local Time @ midanylch médsnykh_ccp_produs. wacc?@emeil carebybeid.com = o
F
K
Entry Po -
Q
General Satlings
3
Hame Fa
Description
-
Type
i
[Cnanre& Type ]
) [sor-al Channel Type F k WS 5enoer ]
2 I Asset Hame FB.Mykola I

Advanced Settings

Time: Zone (Routing Sirategies Only) (EMT-05:00) Eastem Standard Time (America/Hew, York)

Associated Queves

Associated Queves

Criar fila com channel Type - Social Channel.



Queue Routing Type pode Ser Longest Available Agent OI Best Available Agent.

Adicionar equipe a lista.

General Settings

Contact Routing Seftings

[ Queve Routing Type Longest Available Agent ]
Conversation Distribution  Add a Comversation Distribution Group to associate one or more feams with this quese. Sdd multiple groups to distribule comversations 10 more feams: 5 1ime in quese
progresses

Team Hame Site Hame Team Type

Advanced Settings
Mgximum Time in Qutus

Time Zone (Routing Stategies Only) Detasit (Tenant Time Zone)

Etapa 8. Configure variaveis globais no fluxo do Webex Connect.

Abra o fluxo do Facebook que vocé carregou no portal anteriormente.

Services - Mykola_IMI

# Dashboard | i Flows i Rules AR 2 Settings

< Flow Builder
P inEafis st icoves blens | fo¢ 15 30 i
Trigger  Flow Status State Expcutions Actions
O I — = ‘

Clique em Configuracoes

< Facebook flow Mykola

1-Live *

Defina as Variaveis globais nos campos Variaveis personalizadas.



Flow Settings Help

General Flow Outcomes [ Custom Variables ]
Define values for custom variables you have created in the flow.
Variable Name Default Value (Optional) Externalize
FBpageid [ 104482825663424 ]

appid a_B37926733345030000 ]

messengerPayloadObject

messagetext

attachmentURL

nonPCIComplianceReasonObject

conversationid

isPCIValidationDone

isPCICompliance false

dropCountAttachments 0

FBpageid e appid foram encontrados no aplicativo criado anteriormente. Abra o Assets e selecione
o aplicativo.

A Type
Al hpps
Messagye data shane bedonw I8 e kit 30 days

Craenel Apps (370 Masabges Sent Miesangis Rocaived ACtions

FE_Mykots © GE)

° Apg 0 - 83726 711345030000 62 15 -
Serwice = Mykola 1M \

Ao abrir o aplicativo, vocé pode ver o appid e o pageid que vocé deve inserir como os valores das
Variaveis globais.

Manage App - Messenger

e

Messenger Page Details

Messerges page

Ityioola Tess FB page
ADKN Akt By
A Darietuk Mick Danilchuk

Welcome Screen
Persistent Menu
Whitelist Domains

Page Discovery Plugins
Massage Uis ]

Message us plugn rendars a button which whan clicked on, redinects the users 1o the messenger and opens a conversation with your page Immediately. You must iInclude the Messenger's JS
SDK and the code snippet below to use this plugin on your website.




Etapa 9. Atribua a fila do portal Webex Contact Center ao fluxo no portal Webex
Connect.

No fluxo do Facebook, localize 0 Queue Task bloqueio

< Facebook flow Mykola

1- Live »

Evaluate

L ]
Create Task MessengermEnd onin Queue Task
- [ B MaryRoo _\ for \

¢ eH € c

Configure 0 Queue Name com 0 que Vocé criou anteriormente no Webex Contact Center portal.

¢ Queue Task Input Variables
Configuration Transition Actions (Optional)
Method Name Custom Variables
Queue task v Start
MODE RUNTIME AUTHORIZATION Evaluate
WxCCTacRootConnect
Messenger
Task ID Conversation ID Search Conversation
S(flid) S(conversationid)
Create Conversation
Media Type MEDLA CHANNEL
oo . FrErEsn IR ’ Re-open Conversation

Queue details
Queue Name Append Conwversation

Mykola=-IMI-FB-C &

Queue routing Type: Longest available agent Create Task

Quando o fluxo estiver configurado, clique em make Live portanto, o fluxo esta pronto para aceitar
as tarefas.



¢ FB_TOI_TestFlow

Working Draft »
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Etapa 10. Verifique a funcionalidade do fluxo de mensagens do Facebook.

Para enviar uma mensagem da pagina criada no Facebook, navegue até Assets € clique na pagina
Messenger

Manage App - Messenger

Mame

FB_Mykola Configure Cutbound Webhaoks: DOCS
Psigrorec on 2027-07-06 0300080
e Bt 15 Ldynts_B

Messenger Page Details
Messenger page
Mykola Test FB page

ADMIN Added By
Hick Danilchuk Nick Danichuk

Depois de fazer login no Facebook, vocé pode enviar mensagens desta pagina do Facebook

M Mykola Test FB page

Real Estate © Send message

Hi! Please let us know how we can help.

Home Reviews Videos Photos More * Ll

O agente pode receber a mensagem na Area de trabalho do agente.

G- Contact Center Deskiop _" Meating 9143 J DLAT = ]
] Mick Danilchuk = Nick Danilehik Contset History Scresn Pop Delvered
o e 0208 B Transfer &% Conference e .
ity oia- I FB- 0 0 2 .
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ND
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Sobre esta tradugao

A Cisco traduziu este documento com a ajuda de tecnologias de tradugéo automatica e
humana para oferecer conteudo de suporte aos seus usuarios no seu proprio idioma,
independentemente da localizagao.

Observe que mesmo a melhor tradugao automatica nao sera tao precisa quanto as realizadas
por um tradutor profissional.

A Cisco Systems, Inc. ndo se responsabiliza pela precisdo destas tradugdes e recomenda
que o documento original em inglés (link fornecido) seja sempre consultado.



