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1. Lab

1. Lab

1.1 Introduction

1.1.1 Learning Objectives

This lab session is an intermediate level session intended for engineers with prior Webex Contact Center experience and
either basic or no knowledge of the Webex Contact Center integration with Salesforce customer relationship management
(CRM) system.

In this lab session, you will explore the capabilities of the Legacy Webex Contact Center CRM Connector and New Webex
Contact Center CRM Connector for Salesforce that enables you to manage voice interactions while accessing customer
information within Salesforce. You will gain hands-on experience with seamless screen pops, activity logging, case management,
and other features — all integrated into a streamlined, user-friendly agent interface.

'ﬂsk Objectives

* This page has the salesforce versions and external guides.

¢ How to differentiate between the versions

1.1.2 Resource links

Salesforce - Version 1-Legacy

Integration https://www.salesforce.com/products/free-trial/developer](https://help.webex.com/en-us/article/nhxw7kfb/
Guide Integrate-Webex-Contact-Center-with-Salesforce-(Version-1%E2%80%94Legacy)/
Latest Updates https://login.salesforce.com" target=" blank">https://help.webex.com/en-us/article/nhxw7kfb/Integrate-

Webex-Contact-Center-with-Salesforce-(Version-1%E2%80%94Legacy)#concept-template ac93b49e-
ab5eb-4942-a734-26c8dad71aae/

Salesforce - Version 2-New

Integration https://help.webex.com/en-us/article/dyidod/Integrate-Webex-Contact-Center-with-Salesforce-(Version-2-
Guide New)/
Access Guide https://help.webex.com/en-us/article/n08vfjcb/Access-and-use-Webex-Contact-Center-within-Salesforce-

(Version-2-New)/

Latest Updates https://help.webex.com/en-us/article/dyidod/Integrate-Webex-Contact-Center-with-Salesforce-(Version-2-
New)#concept d3z st5 hgc/

Differentiate between versions

Guide https://techzone.cisco.com/t5/Contact-Center-3rd-Party/Playbook-CRM-Connector-Version-Matrix-Install-
Store-Link/ta-p/16910365/
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1.2 Task O - Integrate Webex Contact Center with Salesforce Using the Legacy CRM Connector

1.2 Task O - Integrate Webex Contact Center with Salesforce Using the Legacy CRM Connector

Please use the following credentials to complete the tasks:

Control Hub https://admin.webex.com

Salesforce https://login.salesforce.com/

Salesforce Developer Edition Sign up link: https://www.salesforce.com/products/free-trial/developer/
ﬂsk Objectives

« Define and configure the Call Center in Salesforce and add users.
¢ Create a softphone layout and set screen pop preferences.
* Add the Webex Contact Center softphone to the Salesforce Sales app.

» Test the Webex Contact Center softphone integration in Salesforce.

1.2.1 Create Salesforce Trial Account

* Navigate to Salesforce Developer portal: https://www.salesforce.com/products/free-trial/developer/ and log in and create an
account

-
l(ote

Trial account only expires if its not logged in alteast once in 45 days.

1.2.2 Section 1 - Connector Installation

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

* Navigate to Salesforce AppExchange portal: https://appexchange.salesforce.com/appxListingDetail?
listingld=a0N30000008YM3bEAG/ and install the log in and install Webex Contact Center CTI Connector for Salesforce
by selecting Get It Now.

* You may need to be asked to relogin to complete the above step.
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1.2.2 Section 1 - Connector Installation

@ AppExchange | AgentExchange Home  Explore  Collections

Q

Learn More

o Try apps and solutions more easily using the redesigned, simpler trial experience.?andbox ing

alval, |Webex Contact Center CTl Connector for Salesforcel

cisco By Cisco Systems, Inc
Free, cloud-based pre-built CTI integration into Salesforce
& Salesforce App No Ratings @
Paid Add-On Required Cisco’s open platform and architecture enab

Payment required for external services or products
Pricing Details

Try It

Business Need CIsco

Teleohonv !

and connect their contact center to the busi

e

* Visit the Github repository to download the latest call center definition file - https://github.com/webex/webex-contact-center-

crm-connectors/blob/main/salesforce/OpenCTI.callCenter-meta.xml (click 'Download raw file button').

webex-contact-center-crm-connectors / salesforce / OpenCTl.callCenter-meta.xml
Qo

4% damathie-cisco Initial Salesforce commit 266c1c4 - 7 months ago )

5@ lines (5@ loc)..

‘ Code ’ Blame Rew A 172 ~ [
1 <?xml version="1.8" encoding="UTF-8"2>
2 <callCenter xmlns="http://soap.sforce.com/2086/84/metadata™>

 In Salesforce, navigate to 'Setup' by clicking the gear icon in the top-right corner and selecting 'Setup'.
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1.2.2 Section 1 - Connector Installation

X fore ¥ &

Developer Console

Edit Page

 In the Salesforce portal, navigate to 'Feature Settings > Service > Call Center > Call Centers' (or type Call Centers in the
search bar above the left-hand menu).

* Select Don't show me this page again and hit Continue.

serup
Call Centers.

Say Hello to Salesforce Call Center

* Click 'Import', select 'Browse' and choose the call center definition file (downloaded earlier).

* Click 'Import' again to save the added file.
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1.2.2 Section 1 - Connector Installation

sss Setup Home  Object Manager

IQ call center | SETUP

Call Centers

v Feature Settings

v Serice All Call Centers Hel ortis Page @
v Call Center

A call center corresponds to a single computer-telephony integration (CTI) system already in
Call Centers I place at your organization. Salesforce.com users must be assigned to a call center before they

can use any Call Center features.

Name * Version Created Date Last Modified Date

Directory Numbers

Softphone Layouts

No records to display.

Call Center Import

To create your first call center record for a CTl adapter that was just installed, import the adapter's default XML call center de
installation directory, and is typically named after the type of CTl system that the adapter supports (for example, "CiscolPCC

/Import | | Cancel |

New Call Center Import Information

Call Center Deﬁnu OpenCTI.callCenter-meta.xml

Import || Cancel |

» After the call center definition file is imported, edit it by clicking "Edit'.
* Change "WxCC Region' to 'usl'.

-
l(ote

The region defined here should match your Webex Contact Center region (i.e. cal, anzl, eul etc.).
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Call Center

WxCC Call Center

All Call Centers » WxCC Call Center

Call Center Detail

1.2.2 Section 1 - Connector Installation

Delete |  Clone

WxCC Settings

WxCC WebRTC Domain

General Information

¢ Click 'Save'.
¢ Add users to the Call Cent

er:

Internal Name  wxCcCallCenter
Display Name ~ WXxCC Call Center

Description  Webex Contact Center Salesforce Integration

* Click 'Manage Call Center Users' at the bottom of the page and then 'Add More Users'.

e Click 'Find', select the lab user in use (labuserID@wx1.wbx.ai), and click 'Add to Call Center"'.

Call Center Users

Total

Manage Call Center Users

Call Center Users by Profile

0

Call Center

WxCC Call Center: Search for New Users

All Call Centers » WxCC Call Center » Manage Users » Search for New Users

Set the search criteria below and then click Search to find salesforce.com users who should be enabled as call center agents. Users
already enabled as call center agents are excluded from the search resuls.

Help for this Page 0

| --None-- v| | --None-- vl | | AND
| --None-- v| [~None-- vl | | AND
| --None-- v| | --None-- vl | | AND
|--None-- v| [~None-- vl | | AND
| --None-- v| | --None-- v| |

Filter By Additional Fields (Optional):

« You can use "or" filters by entering multiple items in the third column, separated by commas.
« For date fields, enter the value in following format: 5/11/2025
« For date/time fields, enter the value in following format: 5/11/2025, 11:21 AM

Full Name

User_Integration

O
]
[

User._Securi

User _User

Alias

integ

dd to Call Center | Cancel

[ETET

integration@00das000000znibmac.com

insightssecurity@00das000000znibmac.com

test-jmpirh34tunj@example.com

Username

- 8/85 -
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Profile

Analytics Cloud Integration User

System Administrator

Copyright © 2025 Cisco


../assets/t1s1p4.png
../assets/t1s1p4.png
../assets/t1s1p5.png
../assets/t1s1p5.png
../assets/t1s1p7.png
../assets/t1s1p7.png

1.2.3 Section 2 - Configure Softphone Layout

1.2.3 Section 2 - Configure Softphone Layout

* Navigate to 'Feature Settings > Service > Call Center > Softphone Layouts' (or type Softphone Layouts in the search bar
above the left-hand menu).

e Click 'New"'.

ees Setup Home  Object Manager

LA L]
Q_ softphone layouts l SETUP

Softphone Layouts

v Feature Settings

v service Softphone Layouts

v Call Center

Help for this Page 0

A softphone is a customizable call control tool that appears in the sidebar of every salesforce.com page if a user is assigned
Softphone Layouts to a call center and is working on a machine on which a CTI adapter has been installed. Similar to page layouts, you can
design custom softphone layouts and assign them to call center users based on their user profile.

New Softph LayoutA

Didn't find what you're looking for?
Try using Global Search. Action Name *
Edit Standard Softphone Layout

Default Created By Alias Created Date Last Modified By Alias Last Modified Date

v/ UUser 5/11/2025, 11:20 AM  UUser 5/11/2025, 11:20 AM

e Provide a name for the 'Softphone Layout' (e.g., WxCC layout).

 Select the 'Is Default Layout' checkbox.

e Under 'Display these salesforce.com objects’, click on 'Add/Remove Objects' and add 'Case’.

Display these salesforce.com objects:

» Account, Contact, Lead

» Ifsingle A found, display: A it Name Edit
If multiple matches are found, only the Account Name is displayed in Salesforce Classic. In Lightning Experi all the selected fields are displayed.
» If single Contact found, display: Name Edit
If multiple matches are found, only the Name is displayed in Salesforce Classic. In Lightning Experi all the selected fields are displayed.
Edit

» If single Lead found, display: Name
If multiple matches are found, only the Name is displayed in S

lesfc Classic. In Lightning E: all the fields are display
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1.2.3 Section 2 - Configure Softphone Layout

SETUP

Softphone Layouts

Save Cancel

Name NI'WxCC Layout | Is Default Layout I
Select Call Type m
Softphone Layout Help about this section )

Display these call-related fields:
P Caller ID, Dialed Number Edit

Display these salesforce.com objects:

w Account, Contact, Lead, Case Collapse
Available Selections
Campaign a Account a
Event Contact
Opportunity

Opportunity (Historical)
Resource Preference
Return Order

Return Order Line ltem
Service Appointment
Shift

Shipment

Task

User

Work Order

Work Order Line ltem w v

* Under 'Screen Pop Settings', expand ‘No matching records’, select 'Pop to new', and choose 'Contact'.

p Screen pops open within: Existing browser window Edit

Blo matching records: Pop to new Contact Collapse

(" Don't pop any screen

®Poptonew[Contact ______+]

O Pop to Visualforce page %I

() Pop to flow | -None-- v
) Single-matching record: Pop detail page Edit
P Multiple-matching records: Don't pop any screen Edit
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1.2.4 Section 3 - Configure CTI Softphone

A
l(ote

Other Salesforce objects can be selected here as well. 'Contact' is used as an example in this exercise.

* Click 'Save' at the top.

1.2.4 Section 3 - Configure CTI Softphone

* Navigate to 'Apps > App Manager' (or type App Manager in the search bar above the left-hand menu).

* For the 'Sales' app (line number 18; 'LightningSales' developer) click 'Edit' on the right-hand side.

EEE Setup Home  Object Manager

v External Client Apps

External Client App Manager

Didn't find what you're looking for?
Try using Global Search,

SETUP

Lightning Experience App Manager

New Lightning App New External Client App l

26 items - Sorted by App Name - Filtered by All appmenuitems - TabSet Type, App Type m
App Name T v Developer Name v Description v Last Modifie... v Ap.. Vv  Vi.. Vv

% My Service Journey MSJADP LISCOVET NEW CUSIOMEr SErvice Capavilities. YBZU25, TIOU A, Lgntning v/
15 Platform Platform The fundamental Lightning Platform 9/8/2025, 11:50 A... Classic
16 Queue Qi 9 Create and manage queues for your business. 9/8/2025, 11:50 A... Lightning
17 Sales Sales The world's most popular sales force automation (SFA) solution  9/8/2025, 11:50 A...  Classic

[18 Sales LightningSales ] Manage your sales process with leads, opp it 1150 A...  Lightning
19 Sales Cloud Mobile SalesCloudMobile New seller focused mobile first experience 9/8/2025, 11:50 A...  Lightning
20 Sales Console LightningSalesConsole (Lightning Experience) Lets sales reps work with multiple recor...  9/8/2025, 11:50 A... Lightning [ v}

* In the next window, select 'Utility Items (Desktop Only)'.

¢ Click 'Add Utility item' and choose 'Open CTI Softphone'.
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1.2.4 Section 3 - Configure CTI Softphone

App Settings Utility Items (Desktop Only)

App Details & Branding Give your users quick access to productivity t

App Options

Utility Items (Desktop Only) [ Ak Utisty em ]

Navigation Items

User Profiles Q, Search...

lﬂ List View A

dll Lwc crRM Analytics Dashboard

Macros

ﬁ My Appointments

g, Notes

o) Omni-Channel

Open CTI Softphone

Quip Associated Documents
e Quip Notifications

Recent Items

Report Chart

E] Rich Text v

* Select 'Add Utility item' and choose 'Omni-Channel'.
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1.2.4 Section 3 - Configure CTI Softphone

il Lightning App Builder B App Settings

App Settings Utility Items (Desktop Only)

App Details & Branding Give your users quick access to productivity tools and add background utility items to your app.

App Options
ility Utility Bar Alignment @
Utility Items (Desktop Only) ‘ Add Utility ltem ‘ Default
Navigation Items
PROPERTIES
User Profiles Q fearch.. Open CTI Softphone

v Utility Item Properties

B>1 Macros
ﬁ My Appointments “Label
), Notes ’ Phone
d Omni-Channel Icon
Open CTI Softphone ’  call X ‘
e Quip Associated Documents Panel Width
e Quip Notifications ’ 340
Recent Items
Panel Height
iad Report Chart
’ 480

E] Rich Text

(/] .
runtime_cdp:dataModelTab ) start slomatically

 Click 'Save' and return to the previous page by clicking the back arrow icon at the top left corner.
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il Lightning App Builder & App Settings

App Settings \ Utility Items (Desktop Only)

App Details & Branding Give your users quick access to productivity tools and add backgroui

App Options

ili Utility Bar Alignment €
Utility Items (Desktop Only) ‘ Add Utility Item ‘

. . )
Navigation ltems o Omni-Channel PROPERTIES

User Profiles Omni-Chai
Phone

~ To Do List v Utility |
Label

Omni-C

Icon
o omni_
Panel Wid
340

Panel Heic

1.2.5 Section 4 - Testing

1.2.5 Section 4 - Testing

Attention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

e From the Salesforce Home page, click on the 'App Launcher"' icon (top left).

» Search for Sales and click on the 'Sales' option.
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1.2.5 Section 4 - Testing

Home | Salesforce X App Manager | Salesforce

@)
< U O 8 s force.com
50!

Import bookmarks...

Opportunities v Leads ~  Tasks v  Files ~  Accour

App Launcher X
b. Let's get selling!
Q. sales| (%) ]
Apps Plan My Account
"M salesforce Chatter ter Accounts owned by me

Sales Console

m Sales

Ex Salesforce Scheduler Setup O

Items Accounts
Salesforce Scheduler Setup Assistant

View All

[ View Opportunities | [ view

* Open the Webex Contact Center phone widget (bottom left) and login to Webex Contact Center Agent Desktop using the
selected Webex Contact Center user credentials (e.g., labuserID@wx1.wbx.ai):

* First time login into agent desktop could prompt you the OAuth2 Consent as shown in the first screenshot below. Hit Accept to
continue

Salesforce CRM connector
is requesting the following:

« Allow decryption and encryption
* user

* Access to make WebRTC calls

« config

« config_read

T

Only ask when requesting new permissions
Decline

* For the phone number, select 'Extension' and enter the extension in the format 10NN (where 'NN' is your lab user number,
e.g., labuserID@wx1.wbx.ai)":

* For the team use Salesforce Team.
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1.2.5 Section 4 - Testing

ees Sales Home  Chatter  Analytics  Opportunities

Sel |er Home Good morning, User. Let's get s

- - %, Phone

Station Credentials

Telephony O
I Extension
Extension

1001|

Sign In to Webex Contact Center.

b
Salesforce Team

SIGN IN |

Remember credentials

¢ Omni-Channel o Omni-Channel L. Phone Y= To Do List

-16/85 - Copyright © 2025 Cisco


../assets/t1s2p2.png
../assets/t1s2p2.png
../assets/t1s2p3a.png
../assets/t1s2p3a.png

1.2.5 Section 4 - Testing

EEE Sales Home  Chatter  Analytics  Opportunities

@® 0 Upcoming Activity

O ® 0 Past Activity
Leads

- O Ala Ardivcidns

Y. Phone _

De

= © Available 00:04 v

. Auvailable @ Omni-Channel (Online)

* Congratulations! You have complete the task.
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1.3 Task 1 - Integrate Webex Contact Center with Salesforce Using the New CRM Connector

1.3 Task 1 - Integrate Webex Contact Center with Salesforce Using the New CRM Connector

Please use the following credentials to complete the tasks:

Control Hub https://admin.webex.com

Salesforce https://login.salesforce.com/

Salesforce Developer Edition Sign up link: https://www.salesforce.com/products/free-trial/developer/
ﬂsk Objectives

« Define and configure the Call Center in Salesforce and add users.
¢ Create a softphone layout and set screen pop preferences.
* Add the Webex Contact Center softphone to the Salesforce Sales app.

» Test the Webex Contact Center softphone integration in Salesforce.

1.3.1 Create Salesforce Trial Account

* Navigate to Salesforce Developer portal: https://www.salesforce.com/products/free-trial/developer/ and log in and create an
account

-
l(ote

Trial account only expires if its not logged in alteast once in 45 days.

1.3.2 Section 1 - Configure Call Center

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

* Navigate to Salesforce portal and log in with the credentials provided.

\J
l(ote

The package for the WxCC V2 Salesforce connector is already pre-installed. In production environments, it will need to be installed
manually and can be retrieved from this link.

* Visit the Github repository to download the latest call center definition file - https://github.com/webex/webex-contact-center-
crm-connectors/blob/main/salesforce/OpenCTI.callCenter-meta.xml (click 'Download raw file button').
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1.3.2 Section 1 - Configure Call Center

@

4% damathie-cisco Initial Salesforce commit

50 lines (5@ loc)..

webex-contact-center-crm-connectors / salesforce / OpenCTl.callCenter-meta.xml

266c1cd - 7 months ago @

[«

‘ Code | Blame Raw [
1 <?xml version="1.8" encoding="UTF-8"2>
2 <callCenter xmlns="http://soap.sforce.com/20086/04/metadata™>

- @2 ?;

bal  Setup Menu % fore ¥ g

@ Setup

Setup for current app

$ Service Setup
ou

Developer Console

Edit Page

» In Salesforce, navigate to 'Setup' by clicking the gear icon in the top-right corner and selecting 'Setup'.

» In the Salesforce portal, navigate to 'Feature Settings > Service > Call Center > Call Centers' (or type Call Centers in the

search bar above the left-hand menu).

* Select Don't show me this page again and hit Continue.
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1.3.2 Section 1 - Configure Call Center

serup
Call Centers

Say Hello to Salesforce Call Center

Get Started

1. Define a cal center
‘Specty the cal center's name, IP address, por, and any oher connecton information
ong distance,

2 Manage users
‘Selectthe users you want 1o be members ofth callcenter
Jodate ihe call center dieciory

* Click 'Import’, select 'Browse' and choose the call center definition file (downloaded earlier).

¢ Click 'Import' again to save the added file.

EEE Setup Home  Object Manager

SETUP
Call Centers

IQ call center |

~ Feature Settings

v Service

All Call Centers Help for this Page @

A call center corresponds to a single computer-telephony integration (CTI) system already in
Call Centers I place at your organization. Salesforce.com users must be assigned to a call center before they
can use any Call Center features.

~ Call Center

Directory Numbers

Softphone Layouts

Name * Version Created Date Last Modified Date

No records to display.

Call Center Import

To create your first call center record for a CTl adapter that was just installed, import the adapter's default XML call center de
installation directory, and is typically named after the type of CTl system that the adapter supports (for example, "CiscolPCC

Import | Cancel

New Call Center Import Information

Call Center Deﬁnw Browse...| OpenCTI.callCenter-meta.xml
Import | | Cancel

-~

» After the call center definition file is imported, edit it by clicking "Edit'.
* Change "WxCC Region' to 'usl'.
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1.3.2 Section 1 - Configure Call Center

A
l(ote

The region defined here should match your Webex Contact Center region (i.e. cal, anzl, eul etc.).

Call Center

WxCC Call Center

All Call Centers » WxCC Call Center

Call Center Detail Clone

WxCC Settings

WxCC WebRTC Domain

General Information

Internal Name  wxCcCallCenter
Display Name  WxCC Call Center
Description Webex Contact Center Salesforce Integration

* Click 'Save'.
e Add users to the Call Center:

* Click 'Manage Call Center Users' at the bottom of the page and then ‘Add More Users'.
e Click 'Find', select the lab user in use (labuserID@wx1.wbx.ai), and click 'Add to Call Center"'.

-21/85 - Copyright © 2025 Cisco


../assets/t1s1p4.png
../assets/t1s1p4.png

1.3.3 Section 2 - Configure Softphone Layout

Call Center Users Manage Call Center Users

Call Center Users by Profile

Total 0
Call Center . 2
Help for this Page 0
WxCC Call Center: Search for New Users
All Call Centers » WxCC Call Center » Manage Users » Search for New Users
Set the search criteria below and then click Search to find salesforce.com users who should be enabled as call center agents. Users
already enabled as call center agents are excluded from the search resulis.
| --None-- v| | --None-- vl | | AND
| --None-- v| | --None-- vl | | AND
|--None-- v| [~None-- vl | | AND
| --None-- v| | --None-- vl | | AND
| --None-- v| | --None-- v |
Filter By Additional Fields (Optional):
« You can use "or" filters by entering multiple items in the third column, separated by commas.
« For date fields, enter the value in following format: 5/11/2025
« For dateftime fields, enter the value in following format: 5/11/2025, 11:21 AM
I Add to Call Center | Cancel
C] Full Name Alias Username Role Profile
C] User_Integration integ integration@00das000000znibmac.com Analytics Cloud Integration User
| | User Securi insightssecurity@00das000000znibmac.com i
User _User test-impirh34tunj@example.com System Administrator

1.3.3 Section 2 - Configure Softphone Layout

* Navigate to 'Feature Settings > Service > Call Center > Softphone Layouts' (or type Softphone Layouts in the search bar
above the left-hand menu).

e Click 'New"'.
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1.3.3 Section 2 - Configure Softphone Layout

EEE Setup Home  Object Manager

Q_ softphone layouts SETUP

Softphone Layouts

v Feature Settings

v service Softphone Layouts tap o s Page @

v Call Center

A softphone is a customizable call control tool that appears in the sidebar of every salesforce.com page if a user is assigned
to a call center and is working on a machine on which a CTI adapter has been installed. Similar to page layouts, you can
design custom softphone layouts and assign them to call center users based on their user profile.

Softphone Layouts

Didn't find what you're looking for? New ||| Softphone Layout A

Try using Global Search. Action Name * Default Created By Alias Created Date Last Modified By Alias Last Modified Date

Edit  Standard Softphone Layout v’ Uuser 5/11/2025, 11:20 AM UUser 5/11/2025, 11:20 AM

* Provide a name for the 'Softphone Layout' (e.g., WxCC layout).
* Select the 'Is Default Layout' checkbox.

* Under 'Display these salesforce.com objects’, click on 'Add/Remove Objects' and add 'Case'.

Display these salesforce.com objects:
b ccoun ontac Lo

» Ifsingle A found, display: A it Name Edit
If multiple matches are found, only the A Name is displayed in fe Classic. In Lightning Experi all the fields are display

» If single Contact found, display: Name Edit
If multiple matches are found, onfy the Name Is displayed in Salesforce Classic. In Lightning Experi all the selected fields are displayed.

» If single Lead found, display: Name Edit
If multiple matches are found, only the Name is displayed in Salesforce Classic. In Lightning Experi all the selected fields are displayed.
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1.3.3 Section 2 - Configure Softphone Layout

SETUP

Softphone Layouts

Save Cancel

Name NI'WxCC Layout | Is Default Layout I
Select Call Type m
Softphone Layout Help about this section )

Display these call-related fields:
P Caller ID, Dialed Number Edit

Display these salesforce.com objects:

w Account, Contact, Lead, Case Collapse
Available Selections
Campaign a Account a
Event Contact
Opportunity

Opportunity (Historical)
Resource Preference
Return Order

Return Order Line ltem
Service Appointment
Shift

Shipment

Task

User

Work Order

Work Order Line ltem w v

* Under 'Screen Pop Settings', expand ‘No matching records’, select 'Pop to new', and choose 'Contact'.

p Screen pops open within: Existing browser window Edit

Blo matching records: Pop to new Contact Collapse

(" Don't pop any screen

®Poptonew[Contact ______+]

O Pop to Visualforce page %I

() Pop to flow | -None-- v
) Single-matching record: Pop detail page Edit
P Multiple-matching records: Don't pop any screen Edit
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1.3.4 Section 3 - Configure CTI Softphone

A
l(ote

Other Salesforce objects can be selected here as well. 'Contact' is used as an example in this exercise.

* Click 'Save' at the top.

1.3.4 Section 3 - Configure CTI Softphone

* Navigate to 'Apps > App Manager' (or type App Manager in the search bar above the left-hand menu).

* For the 'Sales' app (line number 18; 'LightningSales' developer) click 'Edit' on the right-hand side.

EEE Setup Home  Object Manager

v External Client Apps

External Client App Manager

Didn't find what you're looking for?
Try using Global Search,

SETUP

Lightning Experience App Manager

New Lightning App New External Client App l

26 items - Sorted by App Name - Filtered by All appmenuitems - TabSet Type, App Type m
App Name T v Developer Name v Description v Last Modifie... v Ap.. Vv  Vi.. Vv

% My Service Journey MSJADP LISCOVET NEW CUSIOMEr SErvice Capavilities. YBZU25, TIOU A, Lgntning v/
15 Platform Platform The fundamental Lightning Platform 9/8/2025, 11:50 A... Classic
16 Queue Qi 9 Create and manage queues for your business. 9/8/2025, 11:50 A... Lightning
17 Sales Sales The world's most popular sales force automation (SFA) solution  9/8/2025, 11:50 A...  Classic

[18 Sales LightningSales ] Manage your sales process with leads, opp it 1150 A...  Lightning
19 Sales Cloud Mobile SalesCloudMobile New seller focused mobile first experience 9/8/2025, 11:50 A...  Lightning
20 Sales Console LightningSalesConsole (Lightning Experience) Lets sales reps work with multiple recor...  9/8/2025, 11:50 A... Lightning [ v}

* In the next window, select 'Utility Items (Desktop Only)'.

¢ Click 'Add Utility item' and choose 'Open CTI Softphone'.
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1.3.4 Section 3 - Configure CTI Softphone

App Settings Utility Items (Desktop Only)

App Details & Branding Give your users quick access to productivity t

App Options

Utility Items (Desktop Only) [ Ak Utisty em ]

Navigation Items

User Profiles Q, Search...

lﬂ List View A

dll Lwc crRM Analytics Dashboard

Macros

ﬁ My Appointments

g, Notes

o) Omni-Channel

Open CTI Softphone

Quip Associated Documents
e Quip Notifications

Recent Items

Report Chart

E] Rich Text v

* Select 'Add Utility item' and choose 'Omni-Channel'.
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1.3.4 Section 3 - Configure CTI Softphone

il Lightning App Builder B App Settings

App Settings Utility Items (Desktop Only)

App Details & Branding Give your users quick access to productivity tools and add background utility items to your app.

App Options
ility Utility Bar Alignment @
Utility Items (Desktop Only) ‘ Add Utility ltem ‘ Default
Navigation Items
PROPERTIES
User Profiles Q fearch.. Open CTI Softphone

v Utility Item Properties

B>1 Macros
ﬁ My Appointments “Label
), Notes ’ Phone
d Omni-Channel Icon
Open CTI Softphone ’  call X ‘
e Quip Associated Documents Panel Width
e Quip Notifications ’ 340
Recent Items
Panel Height
iad Report Chart
’ 480

E] Rich Text

(/] .
runtime_cdp:dataModelTab ) start slomatically

 Click 'Save' and return to the previous page by clicking the back arrow icon at the top left corner.
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il Lightning App Builder & App Settings

App Settings \ Utility Items (Desktop Only)

App Details & Branding Give your users quick access to productivity tools and add backgroui

App Options

ili Utility Bar Alignment €
Utility Items (Desktop Only) ‘ Add Utility Item ‘

. . )
Navigation ltems o Omni-Channel PROPERTIES

User Profiles Omni-Chai
Phone

~ To Do List v Utility |
Label

Omni-C

Icon
o omni_
Panel Wid
340

Panel Heic

1.3.5 Section 4 - Testing

1.3.5 Section 4 - Testing

Attention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

e From the Salesforce Home page, click on the 'App Launcher"' icon (top left).

» Search for Sales and click on the 'Sales' option.
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1.3.5 Section 4 - Testing

Home | Salesforce X App Manager | Salesforce

@)
< U O 8 s force.com
50!

Import bookmarks...

Opportunities v Leads ~  Tasks v  Files ~  Accour

App Launcher X
b. Let's get selling!
Q. sales| (%) ]
Apps Plan My Account
"M salesforce Chatter ter Accounts owned by me

Sales Console

m Sales

Ex Salesforce Scheduler Setup O

Items Accounts
Salesforce Scheduler Setup Assistant

View All

[ View Opportunities | [ view

* Open the Webex Contact Center phone widget (bottom left) and login to Webex Contact Center Agent Desktop using the
selected Webex Contact Center user credentials (e.g., labuserID@wx1.wbx.ai):

* First time login into agent desktop could prompt you the OAuth2 Consent as shown in the first screenshot below. Hit Accept to
continue

Salesforce CRM connector
is requesting the following:

« Allow decryption and encryption
* user

* Access to make WebRTC calls

« config

« config_read

T

Only ask when requesting new permissions
Decline

* For the phone number, select 'Extension' and enter the extension in the format 10NN (where 'NN' is your lab user number,
e.g., labuserID@wx1.wbx.ai)":

* For the team use Salesforce Team.
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1.3.5 Section 4 - Testing

ees Sales Home  Chatter  Analytics  Opportunities

Sel |er Home Good morning, User. Let's get s

- - %, Phone

Station Credentials

Telephony O
I Extension
Extension

1001|

Sign In to Webex Contact Center.

b
Salesforce Team

SIGN IN |

Remember credentials

¢ Omni-Channel o Omni-Channel L. Phone Y= To Do List
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1.3.5 Section 4 - Testing

EEE Sales Home  Chatter  Analytics  Opportunities

@® 0 Upcoming Activity

O ® 0 Past Activity
Leads

- O Ala Ardivcidns

Y. Phone _

De

= © Available 00:04 v

. Auvailable @ Omni-Channel (Online)

* Congratulations! You have complete the task.
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1.4 Task 2 - Integrate Salesforce Connector with WebRTC

1.4 Task 2 - Integrate Salesforce Connector with WebRTC

Please use the following credentials to complete the tasks:

Control Hub https://admin.webex.com
Salesforce https://login.salesforce.com/
WxCC Username labuserID@wx1.wbx.ai E|

(where ID is your selected pod number
(01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)

WXCC Password webexONE1! E|
Salesforce labuserID@wx1.wbx.ai E| (where ID is your selected pod number
Username (01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)
Salesforce webexONE1! 5|
Password
’ﬂsk Objectives

e Login with WebRTC on Salesforce.

* Troubleshoot and configure the steps needed to enable WebRTC login

1.4.1 Section 1 - Using WebRTC Option

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

* Navigate to Agent Desktop and select the Avatar on the top right
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1.4.1 Section 1 - Using WebRTC Option

. Phone I

= (© Meeting 08:09 v E

Search and dial

¥ Omni-Channel @ Meeting Y= To Do List

* Navigate to 'Profile Settings > Desktop > Save' (or type Call Centers in the search bar above the left-hand menu).
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1.4.1 Section 1 - Using WebRTC Option

S I

[> siGNoUT X & Profile Settings X
Agent Telephony Option
Lab User01 Dial Number "
Team ) | be
Salesforce Team Dial Number
Dial Number Extension
Profile Settings > Team

Salesforce Team v

Dark mode ) |

About

[C] Remember credentials

%, Phone oy

= Profile Settings X

Telephony Option

Desktop v
Team
Salesforce Team -

[C] Remember credentials

SAVE
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1.4.1 Section 1 - Using WebRTC Option

* Once the Save button is hit, the error message pops up "WebRTC domain is not configured"
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1.4.1 Section 1 - Using WebRTC Option

FRIAMAZ BFY NECAF R NEIMEETAAN R ARNARC3E MESWIMIASER AP 4 NILWW T

. Phone I

Oops,

it seems that your configuration is not
yet complete. Please review the alert
details and adapt your configuration.

SHOW DETAILS

@ Meeting Y= To Do List
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. Phone -

Oops,

it seems that your configuration is not
yet complete. Please review the alert
details and adapt your configuration.

WebRTC domain is not configured

HIDE DETAILS

@ Meeting Y= To Do List

1.4.2 Section 2 - Steps to Correct and Enable WebRTC Login

1.4.2 Section 2 - Steps to Correct and Enable WebRTC Login

 In order to mitigate this issue, in Salesforce, navigate to 'Setup' by clicking the gear icon in the top-right corner and selecting

'Setup’'.
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1.4.2 Section 2 - Steps to Correct and Enable WebRTC Login

- @2 ?|k|a

pal  Setup Menu % fore v 4

$ Setup

Setup for current app

$ Service Setup
ou

Developer Console

Edit Page

* On the Salesforce portal, navigate to 'Feature Settings > Service > Call Center > Call Centers' (or type Call Centers in
the search bar above the left-hand menu).

e Click 'Edit' on the the call center definition file wxcc call center
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1.4.2 Section 2 - Steps to Correct and Enable WebRTC Login

Setup Home  Object Manager v

QJ call center

Feature Settings

SETUP

Call Centers

v Service

All Call Centers

A call center corresponds to a single computer-telephony integration (CTI) s

v Call Center

Call Centers

Directory Numbers

Action Name *

Softphone Layouts Del

Jidn't find what you're looking for?
Ty using Global Search.

* Enter 'rtw.prod-usl.rtmsprod.net' in the "'WxCC WebRTC Domain'
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1.4.2 Section 2 - Steps to Correct and Enable WebRTC Login

SETUP
Call Centers

Call Center Edit

WxCC Call Center

All Call Centers » WxCC Call Center

Call Center Edit | Save

WxCC Settings

WxCC Region

WxCC WebRTC Domain R | rtw prod-us1.rtmsprod.net

General Information

Internal Name || wxCcCallCenter |
Display Name || WxCC Call Center |
Description |Webex Contact Center Sales|

CTIAdapter URL | hitps://wxcc-crmconnectors.|

‘ ‘ Cancel ‘

\J
l(ote

The region defined here should match your Webex Contact Center region. Please refer to the Call Center configuration
customizations section for the list of the domains for other regions

* Click 'Save'.

* Logout and log back in to salesforce.
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1.4.3 Section 3 - Testing

scasts o

DISPLAY DENSITY
My
v Comfy
30 days
Setp
meet Compact
OPTIONS
coming Activity
Switch to Salesforce Classic @
t Activity Add Username
Activity

1.4.3 Section 3 - Testing

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

* Open the Webex Contact Center phone widget (bottom left) and login to Webex Contact Center Agent Desktop using the
selected Webex Contact Center user credentials (e.g., labuserID@wx1.wbx.ai):

* Enable the microphone option as show below if prompted.

-41/85 - Copyright © 2025 Cisco


../assets/task2/8.png
../assets/task2/8.png

1.4.3 Section 3 - Testing

FUROAAZ BEN NECAE R SEIAETAEY B ARCNARC3E MESWMIAS IR AN 4 NI e

. Phone 4

Sign In to Webex Contact Center.

SIGN IN

. Phone Y= To Do List
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1.4.3 Section 3 - Testing

¥ Use microphone? | wx1-lab01-dev-ed.develop.lig

wx1-lab01-dev-
ed.develop.lightning.force.com

wants to

Use available microphones (3)

] Microphone (Logitech Webcam...
Opportunit]

Allow while visiting the site

Allow this time

Never allow

e ™

' View Opportunities l

Salesblazer

Houw ta Start Sallina Niaital Praductc in 7 Stanc . A

%, Phone [

= ( Meeting 01:25:00 v g

* Navigate to Agent Desktop and select the Avatar on the top right
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1.4.3 Section 3 - Testing

. Phone I

= (© Meeting 08:09 v E

Search and dial

¥ Omni-Channel @ Meeting Y= To Do List

* Notice the agent is now setup with WebRTC
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1.4.3 Section 3 - Testing

. Phone

[ siGNouT X

Agent
Lab User01

Team
Salesforce Team

densjon

webrtc-2cefefla-7¢c06-4456-9331-e3fce82ef.

Profile Settings >

Dark mode )

Outdial ANI >

About

* Congratulations! You have complete the task.
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1.5 Task 3 - Presence Synchronization Between Salesforce and Webex Contact Center

1.5 Task 3 - Presence Synchronization Between Salesforce and Webex Contact Center

Please use the following credentials to complete the tasks:

Control Hub https://admin.webex.com
Salesforce https://login.salesforce.com/
WxCC Username labuserID@wx1.wbx.ai E| (where ID is your selected pod number

(01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)

WXCC Password webexONE1! E|
Salesforce labuserID@wx1.wbx.ai E| (where ID is your selected pod number
Username (01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)
Salesforce webexONE1! 5|
Password
nfo

Presence is crucial for agent productivity, especially when handling multiple contacts across different platforms. This task focuses on
achieving presence synchronization between Webex Contact Center and Salesforce to ensure agents are utilized efficiently.

ﬂsk Objectives

* Configure Salesforce presence statuses to match Webex Contact Center idle codes.
¢ Enable presence statuses for the appropriate user profile.
¢ Set up Omni-Channel state synchronization in Webex Contact Center settings.

» Test state sync between Salesforce Omni-Channel and Webex Contact Center.

1.5.1 Section 1 - Create Presence Statuses

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

3
l(ote

For presence synchronization to work between Salesforce and Webex Contact Center, the idle code names in Webex Contact Center
must match the presence state names in Salesforce.

» In Salesforce, navigate to 'Setup' by clicking the gear icon in the top-right corner and selecting 'Setup'.
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1.5.1 Section 1 - Create Presence Statuses

\J

X fore ¥ g

Developer Console

Edit Page

* Go to 'Feature Settings > Service > Omni-Channel > Presence Statuses' (or type Presence Statuses in the search bar in
the left-hand menu).

eee -
222 Setup Home  Object Manager v

Q_ Presence Statuses SETUP
Presence Statuses

v Feature Settings R RRRRRRRRRRRRRRrRRRESBSSBBBEBEBEBEEEEEEBEBSRN - — —

v Service

Presence Statuses

v Omni-Channel

Presence Statuses Iareto{aﬂgisgls indicate when they're online and available to receive work items from a specific service channel, or whether they're away

View: [Allv| Create New View
Didn't find what you're looking for?
Try using Global Search.

A/B/C/IDIE/FIG/IHII/J/JKILIM/IN/O/P/Q/R|S|T|U|V|W|X|Y Z| Other Al

Iue_wl

Action Status Name * Developer Name

Edit  Available Available

* Create two new Presence Statuses:

* Click 'New'.

* Provide the name wxccbusy under 'Status Name' and select 'Busy' under 'Status Options'.
* Click 'Save' and select "Back to List: Service Presence Statuses'

* Create another Presence Status with the same options but use sfbusy under 'Status Name'.
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1.5.1 Section 1 - Create Presence Statuses

Presence Statuses

Let agents indicate when they're online and available to receive work items from a spsg

Save | Cancel

Basic Information

Status Name || wxccbusy |

Developer Name waCbUSy |

w Status Options

Choose whether agents are online or busy when they use this status. Online stj
indicate that they're unavailable to receive work items.

™) Online
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1.5.2 Section 2 - Enable Presence Statuses for the User Profile

Presence Statuses

Let agents indicate when they're online and available to receive work items from

Save  Cancel

Basic Information

Status Name I| sfbusy |

Developer Name I| SbeSY |

w Status Options

indicate that they're unavailable to receive work items.

() Online

Choose whether agents are online or busy when they use this status. Onlin

1.5.2 Section 2 - Enable Presence Statuses for the User Profile

* Navigate to 'Users > Profiles' (or type Profiles in the search bar in the left-hand menu).

* Locate the 'System Administrator' profile (select next at the bottom to go to the next page) and click on it (do not click

'Edit').

-
l(ote

used by users.

For the purpose of this exercise, the 'System Administrator' profile is used. Under normal circumstances, any other profile may be
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1.5.2 Section 2 - Enable Presence Statuses for the User Profile

ses  Setu p Home  Object Manager

Q Profiles SETUP
Profiles
v Users
| Profiles Profiles
. . All Profiles v | Edit | Delete | Create New View
Didn't find what you're looking for? I I
Try using Global Search.
fy using New Profile| | ¥ ) AlB|C|D|E|F|G|H
D Action Profile Name * User License
[J Edit|Clone Solution Manager Salesforce
() Edit|Clone Standard Platform User Salesforce Platform
() Edit]|Clone Standard User Salesforce
[:] Edit | Clone §§ System Administrator Salesforce
C] Edit | Clone Work.com Only User Work.com Only
A
26-39 of 39 ¥| 0 Selected ¥/ <4 4 Previous Next b W

¢ In the next window, hover over 'Enabled Service Presence Status Access' and click 'Edit'.

Profile

System Administrator

Users with this profile have the permissions and page layouts listed below. Administrators can change a user's profile b

If your organization uses Record Types, use the Edit links in the Record Type Settings section below to make one or mq

Login IP Ranges [0] | Enabled Apex Class Access [2] | Enabled Visualforce Page Access [0] | Enabled External Data Source Ag
Enabled External Credential Principal Access [0] | Enabled Custom Metadata Type Access [0] | Enabled Custom Setting Defin

| Enabled Service Presence Status Access [11]] Enabled Custom Permissions [0]

-nabled Service Presence Status Access @

Service Presence Status Name

Available

* Move sfbusy and wxccbusy from 'Available Service Presence Statuses' to 'Enabled Service Presence Statuses'.
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1.5.3 Section 3 - Configure Omni-Channel State Sync in Call Center Settings

Enable Service Presence Status Access

Save Cancel

Available Service Presence Statuses Enabled Service Presence Statuses
-None-—- a

Remove

¢ Click 'Save'.

1.5.3 Section 3 - Configure Omni-Channel State Sync in Call Center Settings

* Navigate to 'Feature Settings > Service > Call Center > Call Centers' (or type Call Centers in the search bar in the left-
hand menu).

* Click 'Edit' for "'WxCC Call Center"'.
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1.5.3 Section 3 - Configure Omni-Channel State Sync in Call Center Settings

LN J -
e2s Setup Home  Object Manager

Q_ Call Centers

SETUP
Call Centers

~ Feature Settings

p
v Service
All Call Centers
v Call Center
A call center corresponds to a single computer-telephony integration (CTI) system already in plag
Call Centers center before they can use any Call Center features.
Import

Didn't find what you're looking for? Action | Name * Version Created Date
Try using Global Search. Edit|Del WxCC Call Center 5/11/2025, 11:20 AM

* Under 'Omni-Channel State Sync Configuration’, do the following:
* Set 'Enable Omni-Channel Sync' to true (type it in manually).
* For 'Omni-Channel Not Ready Reason', type wxccbusy.

* For '"'WxCC Idle Reason Code’, type sfbusy.

&
l(ote

'Omni-Channel Not Ready Reason' is the name of the Salesforce Omni-Channel "Busy" reason status used when the agent
receives an inbound call in Webex Contact Center. "WxCC Idle Reason Code' is the name of the Webex Contact Center Idle code
used when the agent receives an inbound chat in Salesforce.
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1.5.4 Section 4 - Testing Omni Sync Presence

SETUP
Call Centers

Omni-Channel State Sync Configuration

Enable Omni-Channel Sync

Omni-Channel Not Ready
Reason

WxCC Idle Reason Code

Widget Settings

Send Browser Notifications |fa|se |

- Cancel

e Click 'Save'.

J
l(ote

For the purpose of this lab, the idle code sfbusy has already been created on the Webex Contact Center side.

1.5.4 Section 4 - Testing Omni Sync Presence

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

* Refresh Salesforce by logging out and logging back in (make sure to close any other Salesforce tabs).
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1.5.4 Section 4 - Testing Omni Sync Presence

RE % »
n User User o

intelligence-builder-6989-dev-ed.scratch.my....

Settings §Log Out

\J
feminder

Please select the 'Desktop’ option for the phone number.

* Open the Webex Contact Center widget (Phone) and change the states (e.g., sfbusy, available) — the Salesforce Omni-
Channel widget status should follow accordingly.

» Test changing the state from the Salesforce Omni-Channel widget — the Webex Contact Center widget should follow as well.

-
l(ote

'Omni-Channel Not Ready Reason' is the name of the Salesforce Omni-Channel "Busy" reason status used when the agent
receives an inbound call in Webex Contact Center. Therefore, the wxccbusy state on the Omni-Channel widget will only appear when
an agent is actively engaged in a Webex Contact Center call (this will be tested in the next tasks)
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1.5.4 Section 4 - Testing Omni Sync Presence

of  Omni-Channel $ s '

sfbusy

Inbox (0)

@ Omni-Channel (Busy)
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1.5.5 Section 5 - Troubleshooting Failed Sync Due to Mismatched Idle Codes

% Phone

= © Available 00:07 v

L AvaiIabIeI

@ Omni-Channel (Online)

De

* Congratulations! You have completed the task.

1.5.5 Section 5 - Troubleshooting Failed Sync Due to Mismatched Idle Codes

* In Salesforce, navigate to 'Setup' by clicking the gear icon in the top-right corner and selecting 'Setup'.
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1.5.5 Section 5 - Troubleshooting Failed Sync Due to Mismatched Idle Codes

- @2 ?;

\J

bal  Setup Menu % flore ¥ g

$ Setup

Setup for current app

¢ Service Setup
ou

Developer Console

Edit Page

* Go to 'Feature Settings > Service > Omni-Channel > Presence Statuses' (or type Presence Statuses in the search bar in
the left-hand menu).

* Select 'Edit' the Presence Status sfbusy created before
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Setup Home

Object Manager

Q  Quick Find

Setup Home

Salesforce Go

Service Setup Assistant
Service Cloud Reports
Commerce Setup Assistant
Field Service Setup Home (Beta)
Hyperforce Assistant
Release Updates
Salesforce Mobile App
Lightning Usage
Optimizer

Sales Cloud Everywhere

&

Presence Statuses

1.5.5 Section 5 - Troubleshooting Failed Sync Due to Mismatched Idle Codes

v

SETUP
Presence Statuses

Let agents indicate when they're online and available to receive work items fron

View: Create New View

Action Status Name *

Edit

Edit

Available

wxccbusy

* Update sfbusy to Sfbusy (capitalizing the letter S) and click 'Save'.
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1.5.5 Section 5 - Troubleshooting Failed Sync Due to Mismatched Idle Codes

"~ Presence Statuses

Let agents indicate when they're online and available to receive work items from a specific service channel,

Save || Cancel

Status NMSbeSY ‘

Developer Name Sfbusy ‘

Basic Information

w Status Options

Choose whether agents are online or busy when they use this status. Online statuses let agents recei
work items.

(7 Online

-/

@ Busy

Save | | Cancel

» Refresh Salesforce by logging out and logging back in (make sure to close any other Salesforce tabs).

@2 2

RE »
n User User X -

intelligence-builder-6989-dev-ed.scratch.my....

Settings §Log Out

* Open the Webex Contact Center widget (Phone) and change the states to 'Available' — the Salesforce Omni-Channel widget

status will be changed to 'Available’
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1.5.5 Section 5 - Troubleshooting Failed Sync Due to Mismatched Idle Codes

‘o Phone .

= © Available 00:03 v 2

@ Omni-Channel (Online) I & Available Y= To Do List

» Test changing the state from the Salesforce Omni-Channel widget to Sfbusy and notice thatthe Webex Contact Center widget
still shows as 'Available'
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1.5.5 Section 5 - Troubleshooting Failed Sync Due to Mismatched Idle Codes

Qf Omni-Channel $ —

Sfbusy

Inbox (0)

ac

@ Omni-Channel (Busy) |} & Available | Y= To Do List

ﬂason

When presence status on sfbusy is updated to Sfbusy, presence sync becasue idle code on WxCC is sfbusy. Omni-channel codes
created on Salesforce and in Webex Contact Center needs to match in spelling and in case. Please refer to the Omni-Channel State
Sync Configuration section for the external documentation

* Congratulations! You have completed the task.
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1.6 Task 4 - Data Lookup Using CAD Variables

1.6 Task 4 - Data Lookup Using CAD Variables

Please use the following credentials to complete the tasks:

Control Hub https://admin.webex.com
Salesforce https://login.salesforce.com/
WxCC Username labuserID@wx1.wbx.ai E| (where ID is your selected pod number

(01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)

WXCC Password webexONE1! E|
Salesforce labuserID@wx1.wbx.ai E| (where ID is your selected pod number
Username (01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)
Salesforce webexONE1! E|
Password
nfo

Utilizing CAD (Call-Associated Data) variables passed from Webex Contact Center enables agents to streamline their workflows and
operate more efficiently when addressing customer interactions and requests. These variables provide agents with critical
information, such as customer details or interaction context, directly within their interface. By having instant access to this data,
agents can reduce the need for manual lookups, save time, and deliver a more personalized and effective customer experience. This
not only improves agent productivity but also enhances overall customer satisfaction.

'ﬁsk Objectives

* Configure Call Center in Salesforce for advanced screen pop functionality.
* Customize and publish a Webex Contact Center flow with Salesforce integration.

» Test the integration by triggering a Salesforce contact creation via a phone call.

1.6.1 Section 1 - Salesforce Configuration

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

* Navigate to 'Setup' by clicking the gear icon in the top-right corner and selecting 'Setup'
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1.6.1 Section 1 - Salesforce Configuration

I me 2zl O

\J

bal  Setup Menu x fore ¥ g

$ Setup

Setup for current app

$ Service Setup
ou

Developer Console

Edit Page

* Go to 'Feature Settings > Service > Call Center > Call Centers' (or type Call Centers in the search bar in the left-hand

menu).

¢ Click 'Edit' for "'WxCC Call Center"'.

EEE Setup Home  Object Manager v

Q_ Call Centers SETUP

Call Centers

~ Feature Settings

p
v Service
All Call Centers
v Call Center
A call center corresponds to a single computer-telephony integration (CTI) system already in plag
Call Centers center before they can use any Call Center features.
Import

Didn't find what you're looking for? Action | Name * Version Created Date
Try using Global Search. Del WxCC Call Center 5/11/2025, 11:20 AM

* Under 'Advanced Screen Pop Search Configuration', change 'Advanced Screen Pop Enabled' to true (type it in
manually).

e For 'CAD Variable Name', use ani.

e Under 'Screen Pop Settings for No Record Match', populate 'Object Field Mappings' as follows:

Phone={ani}
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1.6.2 Section 2 - Webex Contact Center Configuration

Advanced Screen Pop Search Configuration

Advanced Screen Pop Enabled ‘true I

| |
CAD Variable Name |ani I

Remove ANI Prefix Strings |

Case Management

Auto Case Creation For Inbound Calls |fa|se

Auto Case Creation For Outbound calls |fa|5e

Open Case Object In Edit Mode ‘fa|se

Object Field Mappings |

Screen Pop Settings For No Record Match

Object Field Mappings | |Phone={ani}

Omni-Channel State Sync Configuration

Enable Omni-Channel Sync |tI’U€

Omni-Channel Not Ready Reason |WXCCbUSY

WxCC Idle Reason Code \sfbusy

Widget Settings

Send Browser Notifications |fa|5e

e Click 'Save'.

| Save

1.6.2 Section 2 - Webex Contact Center Configuration

Cancel

* Log in to the https://admin.webex.com using the credentials provided at the top of this page.

* Click on Contact Center in the left-hand side navigation pane of the Webex Control Hub.
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1.6.2 Section 2 - Webex Contact Center Configuration

webex Control Hub

rganization Settings x ,
Organization Settings A Set up emergency call settings

SERVICES Overview

Updates & Migrations

Messaging

Welcome to Webex!

O Meeting
Here's your starting guide, wi

Calling

Customer Assist

Vidcast \_2(
-
) Contact Center > -
< Events - -/
e Sy

& Connected UC

» After logging in, navigate to the 'Flows' menu on the left-hand side.
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1.6.2 Section 2 - Webex Contact Center Configuration

Contact Center

Overview

CUSTOMER EXPERIENCE
Channels

Queues

Business Hours
Audio Files

I Flows I

Al Agents

Call Recording Schedules

Surveys

» Search for the flow named WX1_Salesforce_LabuserID (where ID is your selected pod number (01 through 30); i.e.

WX1 Salesforce Labuser02 if selected pod is 2) and open the flow by selecting Go to Flow Designer by clicking the icon on
the right.

Flows
Flows Subflows Global Variables
Q || WX1_Salesforce_LabuserC] X } [ = Al v ] 1 Flows
Flow Description Status Last edited by * Last modified \
WX1_Salesforce_Labuser... Published labuser02@wx1.wbx.ai September 29, 2025 20:52 PM | @ 8

e Turn edit mode by: 'Edit' is set to 'On'
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1.6.2 Section 2 - Webex Contact Center Configuration

ciscoccservice.com/flc

WX1_Salesforce_Labuser@2 ~ Draft

[A Main Flow 4 Event Flows ® Help Q. SearchF

* Click on an empty space in the flow, then on the right-hand side, scroll down to navigate to 'Custom Variables > Flow
Variables' section.

¢ Click on sfurl flow variable, select the 'Edit' option (pencil icon), replace NN with the attendee number which is the fully
qualified domain name (FQDN) from your Salesforce lab (e.g., wx1-lab01-dev-ed.develop.lightning.force.com;) as the Default

Value, and click 'Save'.

Aitention

The FQDN used for the sfurl variable must end with .lightning.force.com. While logged into the Salesforce portal, you can find the
name of the Salesforce organization in the browser's address field. Note that the Salesforce Setup page will have a different domain
ending (it does not end with .lightning.force.com). To obtain the correct FQDN, you can either navigate to the Salesforce Sales app
and copy the full FQDN from the browser's address field there, or copy the Salesforce organization name from the Salesforce Setup

page from the browser's address field and append it with .lightning.force.com.
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Ctrl K
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{Q} WX1_Salesforce_Labus...

Global Flow Properties

Configuration Desktop Viewability & Order

sfurl [m|

1.6.2 Section 2 - Webex Contact Center Configuration

sonfigurable local variables. They can never

Variable Type String

Default Value wx1-labNN-dev-
ed.develop.lightning.force
.com

t can optionally be agent viewable.

L
9

Contains Sensitive Information No (

v

‘ taskchoice X

(Add Flow Variable)
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1.6.2 Section 2 - Webex Contact Center Configuration

Edit Flow Variable|

Name

sfurl

Description

Variable Type

Variable Type cannot be edited once the variable is created.

Default Value

wx1-lab01-dev-ed.develop.lightning.force.com

Variable value cannot contain backslashes or double quotes. Alphanumerics,
spaces and other characters are allowed.

A

Enable External Override €
Contains Sensitive Information€)

Make Agent Viewable€)

Cancel Save

e Turn Flow Validation 'On' by clicking the 'Validation' button at the bottom of the page to publish the flow. Once validation is
complete, click 'Publish Flow' and then '"Publish Flow' again in the next dialog box (Latest version label is selected
automatically).

@ Validation: On Publish Flow

* Navigate to the 'Channels' menu in the Webex Contact Center configuration.
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1.6.2 Section 2 - Webex Contact Center Configuration

Contact Center

Overview

CUSTOMER EXPERIENCE

|I Channels I

Queues

Business Hours

Audio Files

Flows

Al Agents

Call Recording Schedules

Surveys

* Open WebexOne_AI_EntryPoint_ID (where 'iD' is your lab user number, e.g., labuser07@wx1.wbx.ai ), verify that your flow
is under 'Routing Flow'

* Note down the 'Support Number' associated with this channel - it will be needed later in this lab for testing.
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Routing flow
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Version label *
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I WX1_Sa[esforce_Labuser01I v
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v

I \ Latest I

The flow version may impact the caller's experience and the variables available to override.

No overrides availabld

The flow is outside your access range, so the

overrides aren't visible to you.

1.6.3 Section 3 - Testing

This is the phone number customers will call to reach your business. You can select multiple from the numbers you have configured under Webex Calling services as needed. These numbers are

already configured in your Webex Calling service. For more information, go to numbers page.

Number Webex Calling location

1 RTP Location 8

Support number

+19842906068

1.6.3 Section 3 - Testing

PSTN Region

Default

Actions

2 8

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

» Refresh Salesforce by logging out and logging back in (make sure to close any other Salesforce tabs).

RE

User User

X

intelligence-builder-6989-dev-ed.scratch.my....

Settings j§Log Out

'\

* Open the Webex Contact Center phone widget and login using the selected Webex Contact Center credentials.

e For the team use Salesforce Team.
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1.6.3 Section 3 - Testing

A
lﬁeminder

Please select the 'Desktop' option for the phone number.

. Phone ?

& Profile Settings X

Telephony Option

Desktop -

Team

Salesforce Team -

|:| Remember credentials

SAVE

* Make sure that the agent state is set to 'Available' and then call the channel number (noted from the steps above). In the IVR,
choose option 4.

« Since Salesforce does not recognize your number, a new Contact create window will open with the phone number prefilled.

¢ Provide a name and save the contact in Salesforce.
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1.6.3 Section 3 - Testing

New Contact
* = Required Information
Contact Information
Contact Owner Phone
7] Lab Usero1 +1 ——— ]
*Name ‘3 Home Phone
Salutation [ | ]
3
First Name
Lab ]
*Last Name
|
Account Name Mobile
Search Accounts... Q ] [ ]
Title Other Phone
Department Fax
Birthdate Email
| 5] | |
Reports To Assistant
Search Contacts.. Q ] [ ]
Lead Source Asst. Phone

e | )

Address Information

Mailing Address Other Address

[ Save & New ]

[ Cancel

¢ End the call.

* Wrapup the session, make sure that the agent state is set to 'Available' and make another call. In the IVR, choose option 4
again.

» This time, the system will open the matching contact, as it was created in the previous step.
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1.6.3 Section 3 - Testing

. Phone I
= © Available 00:13 v 2
Lab User1
Contact

CALL DETAILS CREATE LOG

ani +14132101903

dn +19842906074

virtualTeamNam Salesforce_Queue

e

e Congratulations! You have complete the task.
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1.7 Task 5 - Case Lookup Using Custom CAD Variables and Agent Desktop Screen Pop

1.7 Task 5 - Case Lookup Using Custom CAD Variables and Agent Desktop Screen Pop

Please use the following credentials to complete the tasks:

Control Hub

Salesforce

WxCC Username

https://admin.webex.com
https://login.salesforce.com/

labuserID@wx1.wbx.ai E| (where ID is your selected pod number
(01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)

WXCC Password webexONE1! E|
Salesforce labuserID@wx1.wbx.ai E| (where ID is your selected pod number
Username (01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)
Salesforce webexONE1! E|
Password
nfo

In addition to utilizing global variables collected during the customer's interaction in the Webex Contact Center IVR, this task
demonstrates the functionality of the new Webex Contact Center CRM widget for Salesforce with screen pops that operate
seamlessly without triggering multiple sign-in alert errors.

'ﬁsk Objectives

* Update Salesforce Call Center settings to enable advanced screen pop with the case variable.
» Test case creation and retrieval in Salesforce via the Webex Contact Center phone widget.

¢ Have the case list open in a new tab during case retrieval.

1.7.1 Section 1 - Modifying Call Center Options in Salesforce

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

* Navigate to 'Setup' by clicking the gear icon in the top-right corner and selecting '‘Setup'.
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1.7.1 Section 1 - Modifying Call Center Options in Salesforce
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bal  Setup Menu % fore ¥ &

$ Setup

Setup for current app

¢ Service Setup
ou

Developer Console

Edit Page

* Go to 'Feature Settings > Service > Call Center > Call Centers' (or type Call Centers in the search bar in the left-hand
menu).

¢ Click 'Edit' for "'WxCC Call Center"'.

EE E Setup Home  Object Manager v

Q_ Call Centers SETUP

Call Centers

~ Feature Settings

v Service
All Call Centers
v Call Center
A call center corresponds to a single computer-telephony integration (CTI) system already in plag
Call Centers center before they can use any Call Center features.
Import
Didn't find what you're looking for? Action | Name 1t Version Created Date
Try using Global Search. Del WxCC Call Center 5/11/2025, 11:20 AM

* Under 'Advanced Screen Pop Search Configuration', set 'CAD Variable Name' to caseid (type it in manually).

e Then click 'Save'
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SETUP
Call Centers

Advanced Screen Pop Search Configuration

Advanced Screen Pop Enabled true |

CAD Variable Name |caseid |

Remove ANI Prefix Strings |

1.7.2 Section 2 - Testing

1.7.2 Section 2 - Testing

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

» Refresh Salesforce by logging out and logging back in (make sure to close any other Salesforce tabs).

N @ma ? % al
Re »

u 6 User User X
intelligence-builder-6989-dev-ed.scratch.my....

Settings §Log Out

¢ Click on the 'App Launcher" icon (top left).

e Search for Sales and click on the 'Sales' option.
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1.7.2 Section 2 - Testing

Home | Salesforce X App Manager | Salesforce

@)
< U O 8 s force.com
50!

Import bookmarks...

Opportunities v Leads ~  Tasks v  Files ~  Accour

App Launcher X

b. Let's get selling!
I! Q. sales] (] ]

Apps Plan My Account

ter Accounts owned by me

Salesforce Chatter

Sales Console

m Sales

Ex Salesforce Scheduler Setup O

Items Accounts

Salesforce Scheduler Setup Assistant

View All

[ View Opportunities | [ view

* Open the Webex Contact Center phone widget and login using the selected Webex Contact Center credentials.

» For the team use Salesforce_Team.

\J
ﬁaminder

Please select the 'Desktop' option for the phone number.

First call interaction:

* Make sure that the agent state is set to 'Available' and then call the channel number (as noted in the Task 4). In the IVR,
choose Option 4.

» After answering the call selct Create a new case (highlitned in green) through the Webex Contact Center widget and note
down the case number (highlitned in blue) - it's going to be needed for the second call below.
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1.7.2 Section 2 - Testing

i
Priority Status Case Number
Medium New 01026
Ll
5
. Phone S
= (©Engaged 01:18 v 2 [
+157 11 01:18 |
No information available —
S
CALL DETAILS CREATE LOG N a
Priority Status Case Number
Create new Case A Medium New
Feed Related
jes
— Post Poll
[ Share an update...
Most Recent Activity w
% Phone - [
= © Engaged 00:23 v 2
1] e [ ] + 00:23
No information available
‘. CALL DETAILS CREATE LOG
+157 1
—-— Create new Case @z
¢ Inbound Call @ Omni-Channel (Busy)

¢ End the call.
e Wrap up the session.

* Move to the 'Home' tab in Salesforce Sales page.

Sales Chatter  Analytics

Sel |er Home Good evening,
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1.7.2 Section 2 - Testing

Second call interaction:

* Make sure that agent state is set to 'Available' and then call the channel number again. In the IVR, choose Option 5.
* Provide the case number that was created during the previous call.
* The existing case should be displayed, and the case list should be displayed in a new tab.

¢ Select the Phone icon and the same call will now show in both the tabs

ﬁrning

If a new tab did not open with the case list, ensure that it was not blocked by the browser. A notification will appear in the browser
indicating that a new tab popup was blocked. Click on the notification and select the tab link to open the new tab.

Pop-ups blocked: X

htt e-capp...’filterName=__Recent

@:‘ Always allow pop-ups and redirects from https://
basslake-cappuccino-65-dev-
cratch.lightning.force.com

C:' Continue blocking
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1.7.2 Section 2 - Testing

01026 | Case | Salesforce Recently Viewed | Cases | Sale
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Priority Status Case Number
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1.7.2 Section 2 - Testing

&
'ﬁle Why of This Exercise

In the new salesforce connector we have solved the multi-sign in concerns when agent desktop is logged into 2 seperate tabs

e Congratulations! You have complete the task.
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1.8 Task 6 - Automatic New Case Creation Using Custom CAD Variables

1.8 Task 6 - Automatic New Case Creation Using Custom CAD Variables

Please use the following credentials to complete the tasks:

Control Hub

Salesforce

WxCC Username

https://admin.webex.com
https://login.salesforce.com/

labuserID@wx1.wbx.ai E| (where ID is your selected pod number
(01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)

WXCC Password webexONE1! E|
Salesforce labuserID@wx1.wbx.ai E| (where ID is your selected pod number
Username (01 through 30); i.e. labuser02@wx1.wbx.ai if selected pod is 2)
Salesforce webexONE1! E|
Password
nfo

This task demonstrates the automatic case creation capability using the new Webex Contact Center (WXCC) Salesforce Connector,
leveraging custom CAD variables from Webex Contact Center. In this section we will pass the Call Session ID in the case on
salesforce if this needs to be gathered for troubleshooting purposes.

'ﬁsk Objectives

* Enable auto case creation via the Salesforce Call Center configuration file.
¢ Set up CAD variable field mapping for auto case creation in the Salesforce Call Center settings.

« Test the auto case creation and CAD variable field mapping.

1.8.1 Section 1 - Modifying Call Center Options in Salesforce

Atention

Please use the Firefox browser to access, configure, and test within the Salesforce portal.

* Navigate to 'Setup' by clicking the gear icon in the top-right corner and selecting '‘Setup'.
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1.8.1 Section 1 - Modifying Call Center Options in Salesforce

I me 2zl O

\J

bal  Setup Menu x fore ¥ g

$ Setup

Setup for current app

$ Service Setup
ou

Developer Console

Edit Page

* Go to 'Feature Settings > Service > Call Center > Call Centers' (or type Call Centers in the search bar in the left-hand

menu).

¢ Click 'Edit' for "'WxCC Call Center"'.

EEE Setup Home  Object Manager v

Q_ Call Centers SETUP

Call Centers

~ Feature Settings

p
v Service
All Call Centers
v Call Center
A call center corresponds to a single computer-telephony integration (CTI) system already in plag
Call Centers center before they can use any Call Center features.
Import

Didn't find what you're looking for? Action | Name * Version Created Date
Try using Global Search. Del WxCC Call Center 5/11/2025, 11:20 AM

e Under 'Advanced Screen Pop Search Configuration', remove 'CAD Variable Name' value (make it empty).

e Under 'Case Management', set 'Auto Case Creation For Inbound Calls' to true (type it in manually) and 'Object Field
Mappings' as follows and click 'Save':

Subject={subject},Description={description}
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1.8.1 Section 1 - Modifying Call Center Options in Salesforce

SETUP
Call Centers

dvane Screen Pp arc ourin

Advanced Screen Pop Enabled true

CAD Variable Name

Remove ANI Prefix Strings

Case Management

Auto Case Creation For Inbound true
Calls

Auto Case Creation For Outbound false
calls

Open Case Object In Edit Mode false

Object Field Mappings § | 5 hject={subject},Descriptior

Screen Pop Settings For No Record Match

Object Field Mappings Phone={ani}

Omni-Channel State Sync Configuration

Enable Omni-Channel Sync true

Omni-Channel Not Ready Reason wxcchSy

WxCC Idle Reason Code

sfbusy

Widget Settings
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