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Set up an Account on the CX Connect Web App

O] Go to

02 Register an account or log in if you already have one.

03 After the verification email, go to the setup page.
a.Enter your company information

General

Busingss Narm

test

Website Link

https:f[testcom

Dascription

ata
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Set up an Account on the CX Connect Web App Cont.

b. Download the setup guide and set up everything on AWS based on the guide.

Install Services

DOWNLOAD SETUP GUIDE

c. Enter all endpoints that you get from the previous step.

Submit Endpoeints

Pause/Resume Recording Lombda URL

nttps:/ftest.com

Fatehing Call Recording Lamibda URL

https://94wvagdfth execute-aplus-west- Lamazonaws.com/default/ generateUr ForCallRe

Fetehing Chat Transcripts Lamibxda URL

https:/{rutiplbded.execute-opius-west-Zomazonaws.com/ defoult/ietchChatTranscripts

AWS CCP Login URL

nttps:/{manobyte-us-west- 2my.connectaws/connect/ccp-v2/

MEXT
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Set up an Account on the CX Connect Web App (cont.)

d. Subscribe to the monthly payment. It's $9/month per user. If you have more sub-users, the
payment will be increased automatically.

Please subscribe to the Monthly Payment option

Payment 455/m

SUBSCRIBE MOW

e. Install the Chrome extension

Please install the chrome extension to setup the App into your
Hubspot

INSTALL CHROME EXTENSION

PREVIOUS
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Set up an Account on the
CX Connect Web App (cont.)

Manage sub-user.

a.You can manage sub-users here.
https://awsconnect.manobyte.com/clie
nt/sub-users

b.If you want to import the users from
HubSpot, please go to
https://awsconnect.manobyte.com/hub
spot/admins and click the “Add admins
to Sub users” button. Note: This button
only works once you set up an
extension into your HubSpot account.
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Setup CX Connect



Setup CX Connect

Amazon Connect only supports US-East-1 and US-West-2. No other US regions are supported.

o)

0

03

Login to your HubSpot account on Google Chrome.

Install the CX Connect Chrome extension.
a.Go to:

b.Click the “Add to Chrome” button

Once installed, login to the Chrome extension with your account.

e t(" » =
CX Conpect

Email:

Password:

DOMAIN

hubspot-developers- Tiodeul .com

- 2EIVER 2.com

hubipat-deelopers-ywpdmT com
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https://chrome.google.com/webstore/detail/hubconnect/fnbkcchjfeoncmjplienjopldklgkhcd

Setup CX Connect (cont.)

04 Click to set up CX Connect in your account.

05 Select the account to install CX Connect.

" HubSpot Oluth

B e bl S

ManoByte Connect &y mancbyte.com &2

Choose an account
MAME DETAILS

fevelopers- lioZeul.com

-223%8812.com

Cloud Solution

ManoByte Integrations

0 10 | User Guide - CX Connect Setup Guide for AWS

> > > >
> > > >
> > > >
> > > > D
SO > D> D



Setup CX Connect (cont.)

06 After setup, login (as an agent, not an admin) into Amazon Connect.

U manctyte-us-west-2 - AWS Apps Authertic., — o =

ﬁl’l*?fu‘

i manobyte-us-west- 2 masapps com/aul

&

Amazon Connect

) CX Connect =
nobryle-us-west-2 I

DRI

O Remembor username
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Setup CX Connect (cont.)

o7 Make sure to set your status as “Available”

DOMAIN

hubspot-developers-Tiodeul.com

aws test-dev-22398812.com

wrw.mattlafoy.com

hubspot-developers-ywpbm7.com
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How to Use
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How to Use

Receive incoming calls:

O] a.Always open the HubSpot page on your browser.
b.You will see the incoming call notification on CX Connect and can accept or reject the call

CX Connect View

----------

= About this ticket

0 14 | User Guide - CX Connect Setup Guide for AWS
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How to Use (cont.)

c. It automatically opens a service ticket for the
customer.

e |f there is no existing contact in HubSpot with
the phone number of the incoming call, CX
Connect creates a new service ticket AND a
new contact with the incoming phone
number. The service ticket is associated with
the newly created contact.

e If there is an existing contact but no open
ticket, CX Connect creates a new service
ticket and associates it with the existing
contact.

e If there is an existing contact and existing
open ticket, CX Connect opens that service
ticket.

NOTE: The agent can easily switch between the
contact record (which has all the information
about the customer) and the service ticket
(which the agent can add notes about the
specific service ticket) by doing the following:

,(} 15 | User Guide - Call Connect Setup Guide for AWS
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i. Collapse the CX Connect panel by clicking on the
- in the top right corner.

CX Connect -

& Avallable

Welcome Sara

B Quick connects

i Number pad




How to Use (cont.)

ii. In the top right corner of the service ticket record, click on the associated contact’s name. This will
switch you to the contact record.

Lﬁ Cosmacrs ~  Cofvensations ~  Marketing = Sales~  Service ~  Automation ~  Repoms ~  Assel Markesplace - Parmeer ~ O B O A . -

+1 9724862220 ticket

bl CX Connect Panel

iii. From the contact record, you can switch back to the service ticket by scrolling down in the right
panel of the contact record to the Tickets section. Click on the service ticket name.

“ph Contaris - Comversations - Maeketiog~ Sales~ Serdee~  Automation v Repors~  Asset Marketplace = Pariner - o B O A . -

CXConnect Panel

O 16 | User Guide - CX Connect Setup Guide for AWS
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How to Use (cont.)

d. All call recordings will be stored in the Calls tab in the service ticket and can also be
accessed from the contact record.

~ Call from Matt Actions ~

[ Review recording

Calllog via CX Connect

ction @

Select an outcome ~ Select call direction ~

0:00@

Add comment 1 association ~
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How to Use (cont.)

Receive incoming chats:

02 a.You need to integrate the Amazon Connect chat into your website to receive chats. Here is
the guide:

b.It is required that chat users enter an email address before the Agent and CX Connect can
identify that user in HubSpot, since it is based on their email address.

c.When an incoming chat is received, you will see the incoming chat notification on CX
Connect and can accept or reject the chat.

CX Connect View x

You have 42 days left in your Developer Test Account trial.

\b Contacts Comeenations ~  Marketing Salos v  Sorsico~  Audomalion Repots = (o] [ .Y [ ] . Sl aadr o

CX Connect -

& Avsslable

B Customer

v  Artachianty
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How to Use (cont.)

d. It automatically opens a service ticket for the
customer.

e |f there is no existing contact in HubSpot with
the email address of the incoming chat, CX
Connect creates a new service ticket AND a
new contact with the email address. The
service ticket is associated with the newly
created contact.

e If there is an existing contact but no open
ticket, CX Connect creates a new service
ticket and associates it with the existing
contact.

e If there is an existing contact and existing
open ticket, CX Connect opens that service

= ticket.

NOTE: The agent can easily switch between the
contact record (which has all the information
about the customer) and the service ticket
(which the agent can add notes about the
specific service ticket) by doing the following:

,(} 19 | User Guide - CX Connect Setup Guide for AWS
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i. Collapse the CX Connect panel by clicking on the
- in the top right corner.

CX Connect -

& Avallable

Welcome Sara




How to Use (cont.)

ii. In the top right corner of the service ticket record, click on the associated contact’s name. This will
switch you to the contact record.

Lﬁ Cosmacrs ~  Cofvensations ~  Marketing = Sales~  Service ~  Automation ~  Repoms ~  Assel Markesplace - Parmeer ~ O B O A . -

+1 9724862220 ticket

v £ #5111 + Add
- Abaut this ticket
= ; » Cal s 8. 202 o pll CX Connect Panel
r

iii. From the contact record, you can switch back to the service ticket by scrolling down in the
right panel of the contact record to the Tickets section. Click on the service ticket name.

“p) Contacis o Comwersations . Maeketing v Salesw Serde~  Automation v Reporss~  Asset Marketplace - Pariner - a m o a . .

CX Connect Panel
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How to Use (cont.)

e. All chat scripts will be stored in the Notes tab in the service ticket and can also be accessed from
the contact record.

Actions -

Customer: mattlafoyi

SYSTEM_MESSAGE:

Kevin:
Custome
Custome
Kevin:
Customer:
Kevin:
Customer: He:
Kevin:

Add comment 1 association -

21| User Guide - CX Connect Setup Guide for AWS
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How to Use (cont.)

Making Outbound Calls:
03 a.0Open the Contact record of the person you would like to call.
b.Click the button at the bottom of the screen.
\'é. Condacis ~  Conversations ~  Marketing ~  Sales = Sendce ~  Aufomation -~ Reposts = Q B o A . arevs fosi

| CX Connect

+1 479-579-9754

Ticket activity

CallviaCX Connect 4 ¥

c. CX Connect will make the outbound call.
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Troubleshooting
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Troubleshooting

Sometimes Amazon Connect doesn’t load correctly in the HubSpot widget. The reason is because of
the browser cache. Here is how to resolve it: In the Routing menu of the sidebar, click Contact Flows
a.0pen the Chrome extension in the extension bar and click

= 2w O ® T 0O

Automation ~ Reports ~ . aws fest -~

Clear Cache ‘

+ Add

Expand all

) N ) See the businesses or organizations associated
Emails Calls Tasks Meetings

CX Connect

b. This will remove the cache and reload the browser. Once completed, you need to log back into
Amazon Connect.
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