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The objective of this document is to outline the method and details of the CommunityWFM
integration to a Zoom system. The document assumes that the reader has some basic
understanding of the Zoom contact center platform.

CommunityWFM integrates with the Zoom platform using the Zoom Contact Center API.

The Zoom Contact Center APl makes HTTP requests to communicate with the contact center
platform. The communication to Zoom consists of sending in an account ID, client ID, and client
secret to request a token for authentication (provided by Zoom). The token retrieved is then

used to retrieve all the other data required for this implementation.
All times are returned in Unix time UTC.

Each component of data collection and the required database and table are described below.

877-668-6870 3400 Waterview Parkway, Suite 325
CommunityWFM.com Richardson, Texas 75080




@ Community VI e

Zoom Configuration Page

CommunityWFM :

/00m

Establish connections to data sources

Real-time adherence integration

Base URL: ‘:htqjs:ﬂzonm.us ‘
Account Id: ‘:Created in the Contact Center App ‘
Client Id: ‘:Client Id ‘
Client Secret: ‘:Client Secret ‘

Transaction Collection Interval (seconds): ‘5 ‘

Historical contact volume data collection

Base URL: ‘_https:ﬂzuum.us ‘

‘Created in the Contact Center App ‘

Account I1d:

Client Id: ‘:Client E ‘
Client Secret: ‘:C"ent Secret ‘
Save

Historical Data Collection

CommunityWFM collects call volume data from the Zoom Contact Center API to be used in
volume and handle time reports and for future forecasting. The Community Historical Data
Collection Service (a .NET Windows service) executes the request every 15 minutes and loads the

results into vendor-neutral tables inside the Community product database.

The data retrieved from this call (historical) includes the following columns:
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sumHandleTime - Total handle time during the 15-minute window
enteredCount - Total number of call during the 15-minute window

abandonedCount - Total number of abandoned calls during the 15-minute window'

CommunityWFM collects agent state transactions from the Zoom Contact Center API to
compare against scheduled intervals to provide agent schedule adherence reporting. The
Community Adherence Collection Service (a .NET Windows service) executes the request based
upon the interval time configured in the Ul. The adapter then loads the results into vendor-

neutral tables inside the CommunityWFM product database.

The data retrieved from this call (realTime) includes the following columns:

e agent-id — Unique identifier for the agent
e agent-status — Agent state
o Possible states include:

= Offline

= Ready

* Not Ready
=  Occupied

» Any custom states a customer creates.

CommunityWFM supports the ability to import queue information and agents directly from the
Zoom system into CommunityWFM. Configuration data is retrieved by making RESTful API calls
to pull back the data.
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To create the required credentials to be provided to Community:

1. Have an administrator of the Zoom system login into https://zoom.us.

2. Under the Admin section, choose Advanced then choose App Marketplace.

W = (] X
a App Marketplace x 8 My Profile - Zoom x a App Marketplace b | +
& > C & zoomus/profile 2 % © & N 0O o 5
@P iHeartRadic: Listen... “ Fox News - Breakin... E FOX4 Mews Dallas-... r:j WFAA.com Home View Summary o Woot: Daily Deals f... »

arch  Support  1.888.799.0125 Contact Sales Request a Demo

zoom Products Solutions Resources Plans & Pricing Schedule Join  Host~  Whiteboard

Uasiiuuaiu

» User Management e . . )
When you join meetings, webinars, chats or channels hosted on Zoom, your profile

information, including your name and profile picture, may be visible to other
participants or members. Your name and email address will also be visible to the

» Team Chat Management

> Device Management account owner and host when you join meetings, webinars, chats or channels on
their account while you're signed in. The account owner and others in the meeting,
> Room Management webinar, chat or channel can share this information with apps and others.

» Workspaces Management @

CommunityWFM ISV

Edit
» Phone System Management CommunityWFM
> Account Management
~ Advanced
App Marketplace
Branding Personal
Security
Phone Mot set Add Phone Number
Single Sign-On
Integration Language English
https://zoom.us/redirect_marketplace Time Zone (GMT-6:00) Central Time (US and Canada)  Edit -
877-668-6870 3400 Waterview Parkway, Suite 325
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Zoom

3. Inthe App Marketplace Develop dropdown menu choose Build App.

¢« > c

@P iHeartRadio: Listen...

@ marketplace.zoom.us

[l Fox News - Breakin... FOX4 News Dallas-...

n App Marketplace
2 % O & »0@ :

"s. Wradcom [ Home View Summary ) Woot Daily Dealsf.. % Vault Professional -... »

Z00m

Categories
Analytics
Broadcasting & Streaming
Business System Integrator
CRM
Carrier Provider Exchange
Collaboration

@® More

Featured

Essential Apps
New
Apps for Zoom Events

Conversational Al

Filters
~ App Types
() Zoom Apps 201
) Integrations 2156
~ Zoom Products
() Zoom Meetings 2146

() Zoom Webinars 296

App Marketplace

Q Search a published app Develop ~

»

Build App

Documentation

Discover apps

Explore 2,357 apps in Zoom App Marketplace.

Developer Blog

Community Forum

Kahoot!

3 = G
[3 =]

USE THE APPS YOU LOVE
RIGHT IN ZOOM

s
w

ll-.

W,

New Show All

Apps which are new or recently updated on the Zoom App Marketplace.

“Four Toal for mers productive Mestings!

SoferOnline - Cursuri onl...
By SOFT ATAC SRL

Integrarea aplicatiei
SoferOnline cu Zoom...

Tucan.ai

ProTrainings Course Sch...
By Tucan.ai GmbH

Reduce the amount of
time you spend in...

By ProTrainings
Automatically schedule
your remote courses in...

01 Meetings 01 Meetings 01 Meetings

877-668-6870
CommunityWFM.com

Phone
Web
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4. Find the app type Server-to-Server OAuth and click Create.

Phone
Web

App Marketplace

2 % O 9% 0@ :

€ 5 e

@P iHeartRadio: Listen...

# marketplace.zoom.us/develop/create

i FOX4 News Dallss-... '3

[l Fox News - Breakin...

WraAcom [ Home View Summary ) Woot: Daily Deals ...

Zoom

& Vault Professional -.. @ VirtualPBX  #2¥ LoopNet

Z00m

z200m

877-668-6870

CommunityWFM.com

App Marketplace

Learn more

3

Build an app for Team Chat that gets
added in the Zoom Client.

Team Chat Apps

Learn more
Webhook Only B3N

Receive event-based notifications for
Zoom account events such as meeting
events, webinar events, cloud
recording events, and more.

Q

Create

Learn more

Meeting SDK ]

Build mobile, desktop, progressive
web apps, and hybrid apps that
integrate Zoom Client functicnalities.

Generate your SDK Key & Secret.

Learn more
@er—to-Server \
OAuth

Build a Server-to-Server OAuth app if
you intend your app to be used only by
you or the users on your Zoom
account. This app can be best used
for building an internal tool or
connector to better manage your
Zoom account.

Learn more

Learn more

Develop Manage

Learn more

Contact Center Mobile |f_|
SDK o
Embed the Zoom Contact Center
experience directly on your mobile
app.

Use your unigue Entry ID generated
from the Zoom Contact Center web
portal.

Learn more

Still not sure?  Help me decide

About

Zoom Blog
Customers
Our Team
Why Zoom
Features
Careers
Integrations
Partners
Resources

Press

Download

Meetings Client
Zoom Rooms Client
Browser Extension
Qutlook Plug-in
Lync Plug-in
iPhonefiPad App
Android App

3400 Waterview Parkway, Suite 325

Richardson, Texas 75080

Sales

1888 799 9666
Contact Sales
Plans & Pricing
Reguest a Demo

Webinars and Events

Support

Test Zoom
Account
Support Center
Live Training
Feedback
Contact Us

Accessibility
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5. Give your app a name (e.g.,"CommunityWFM") then click Create.

& App Marketplace x

€« = (C & marketplacezoom.us/develop/create 2 % @ £ N 0O o :
@ iHeartRadio: Listen... [l Fox News - Breakin... FOX4 News Dallas-.. '3, WFAAcom (I8 Home View Summary ) Woot: Daily Dealsf.. # Vault Professional .. @8 VirtualPBX €¥ LoopNet »
Create a Server-to-Server
OAuth app
App Name 12/50
[ CommunityWFM ]
Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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6. Copy and save the Account ID, Client ID, and Client Secret, then click Continue.

B App Marketplace

€& - € & marketplacezoom.us/develop/apps/_3GAJ-2yQuGNpnLLzdriNwA/credentials 2 O &H N 0 o

P iHeartRadio: Listen... [l Fox News - Breakin... FOX4 News Dallas-.. '8, WFAA.com Home View Summary ) Woot: Daily Deals f..  # Vault Professional .. @ VirtualPBX %% LoopNet »

200m App Marketplace Q Develop ~ Manage

CommunityWFM

Intend to publish: No Account-level app Server-To-Server OAuth
UPLOAD

App credentials

. Below credential allows you to generate a token that is utilized by Zoom OAuth, providing you access to Zoom APls.
@ Information

Account ID

@ Feature
MI3-ENbKTNytBbIX1YVYPA Copy
@ Scopes
Client ID
@ Activation
trLwBY5dSIuGTHbAtXnNig Copy
Client secret
sessssssssstisttasttaatnsasnants ~ Copy Regenerate
< Back

Zoom About Download Sales Support

Zoom Blog Meetings Client 1888 799 9666 Test Zoom
Customers Zoom Rooms Client Contact Sales Account

Our Team Browser Extension Plans & Pricing Support Center
Why Zoom Outlook Plug-in Request a Demo Live Training
Features Lync Plug-in Webinars and Events Feedback
Careers iPhonefiPad App Contact Us
Integrations Android App Accessibility
Partners

Resources

Press

Language: English ~

® OO0 6 m

Copyright ®2023 Zoom Video Communications, Inc. All rights reserved. Privacy Policy - Terms Do Not Sell My Personal Information |
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7. Add a Short Description, Company Name, Developer Name and Email address, then click

Continue.
“
&« - C @ marketplace.zoom.us/develop/apps/_3GAJ-2yQuGNpnLLzdrNwA/information 2+ © &% » 0O o H
QP iHeartRadio: Listen.. [fll Fox News - Breakin... FOX4 News Dallas-.. . WFAA.com Home View Summary ) Woot: Daily Deals f.. % Vault Professional .. @ VirtualPBX #% LoopNet »

ZOOM  App Marketplace Q Develop ~ Manage

CommunityWFM

Intend to publish: No Account-level app Server-To-Server OAuth
UPLOAD

Basic information

@ App Credentials
App name Short deseription (0
@ Information
CommunityWFM Community WFM Adapter

@ Feature 12/50 21150

@ Scopes Company Name

@ Activation CommunityWFM

Developer Contact Information

Provide your corporate email for us to contact you for service impacting announcements, including new
Marketplace/API updates, breaking changes, and other updates as well as information that directly impacts your app.

Name
Developer
Email address
[ support@communitywim.com ]

Zoom About Download Sales Support

Zoom Blog Meetings Client 1888 799 9666 Test Zoom
Customers Zoom Rooms Client Contact Sales Account

Our Team Browser Extension Plans & Pricing Support Center
Why Zoom QOutlook Plug-in Request a Demo Live Training
Features Lync Plug-in Webinars and Events Feedback
Careers iPhone/iPad App Contact Us
Integrations Android App Accessibility
Partners

Resources

Press

8. On the Add Feature page, click Continue.
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9. On the Add Scopes page, select Contact Center and check the box for each scope.

« = C & marketplace.zoom.us/develop/apps/_3GAJ-2yQuGNpnLLzdrNwA/scope = r £ » 0O o :
@9 iHeartRadio: Listen... [f] Fox News - Breakin.. [ FOX4 News Dallas-.. '3 WrAAcom [ Home View Summary ) Woot: Daily Dealsf.. 8¢ Vault Professional -... »
X
Add scopes 19 Added

® The following scopes are available based on your account privileges. For additional scopes, please please contact your
account admin.

13

| Q @ View address book information
S contact_center_contact:read:admin

Marketplace @ Update address book information
Billing contact_center_contact:write:admin
Team Chat @ View your contact center disposition information
contact_center_disposition:read:admin
Coantact
@ Manage your contact center disposition information
Contact center . e )
contact_center_disposition:write:admin
IM Group - . . )
) View all contact center engagement information
Dashboard contact_center_engagement:read:admin
Group I View all contact center flow information

Devices (H323) contact_center_flow:read:admin

+ Scroll for more
PAC
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10. Choose the following scopes (there are two pages):

App Marketplace x

&« = C & marketplace.zoom.us/develop/apps/nMBddF5SMSL6g2FIDMRK-Rw/scope 2 W O 2% » O o

[l FoxMNews - Breakin.. [ FOX4 NewsDallas-.. '3 WrAAcom [@B Home View Summary ) Woot: Daily Deals f.. % Vault Professional -... @ VirtualPBX 4% LoopNet »

2oom App Marketplace Q Develop ~ Manage

Add Scopes

@ App Credentials

Scopes define the API methods this app is allowed to call, and thus which information and capabilities are available
on Zoom. Scopes are restricted to specific resources like channels or files. If your app is submitted to Zoom, we will
verify the need for all requested scopes against the features that your app has to offer at the time of review. Please

@ Information

@ Feature remove unneeded scopes before you submit your app. Learn more about Zoom's scopes
E | e
@ Activation

Scope Name | ID

View address book information /contact_center_contact:read:admin Delete

@. Describe how your app intends to use this particular scope

Update address book information /contact_center_contact:write:admin Delete

@. Describe how your app intends to use this particular scope

View your contact center disposition information /contact_center_disposition:read:admin Delete

@. Describe how your app intends to use this particular scope

Manage your contact center disposition information /contact_center_disposition:write:admin Delete

@. Describe how your app intends to use this particular scope

View all contact center note information /contact_center_note:read:admin Delete

@. Describe how your app intends to use this particular scope

View your contact center preference information /contact_center_preference:read:admin Delete

@. Describe how your app intends to use this particular scope

Manage your contact center preference information /contact_center_preference:write:admin Delete

@. Describe how your app intends to use this particular scope

View your contact center queue information /contact_center_queue:read:admin Delete

@. Describe how your app intends to use this particular scope

Manage your contact center queue information /contact_center_gueue:write:admin Delete

@. Describe how your app intends to use this particular scope

View all contact center recording information /contact_center_recording:read:admin Delete

(5 Describe how your app intends to use this particular scape

lof2 >
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) App Marketplace

€ > € @ marketplace.zoom.us/develop/apps/nMBddF5MSLEg2FODMRK-Rw/scope e % @ 2 » 0O e H

@P iHeartRadio: Listen...  [fl Fox News - Breakin... FOX4 News Dallas-~.. 3. WFAA.com

Home View Summary ()} Woot: Daily Deals f.. % Vault Professional -.. @ VirtualPEX &3 LoopNet »

200m App Marketplace Q Develop ~ Manage

Add Scopes

@ App Credentials

Scopes define the APl methods this app is allowed to call, and thus which information and capabilities are available
on Zoom. Scopes are restricted to specific resources like channels or files. If your app is submitted to Zoom, we will
verify the need for all requested scopes against the features that your app has to offer at the time of review. Please
@ Feature remove unneeded scopes before you submit your app. Learn more about Zoom's scopes

@ Information

® Sc

es e | + Add Scopes

@ Activation Scope Name / ID

Manage all contact center recording information /contact_center_recording:write:admin Delete

@. Describe how your app intends to use this particular scope

View all contact center report information /contact_center_report:read:admin Delete

@. Describe how your app intends to use this particular scope

View your contact center role information /contact_center_role:read:admin Delete

@. Describe how your app intends to use this particular scope

Manage your contact center role information /contact_center_role:write:admin Delete

Describe how your app intends to use this particular scope

View all contact center skill information /contact_center_skill:read:admin Delete

@. Describe how your app intends to use this particular scope

Manage all contact center skill information /contact_center_skill:write:admin Delete

=+ Describe how your app intends to use this particular scope

View your contact center task information /contact_center_task:read:admin Delete

@. Describe how your app intends to use this particular scope

Manage your contact center task information /contact_center_task:write:admin Delete

@. Describe how your app intends to use this particular scope

View all contact center user’s details /contact_center_user:read:admin Delete

@. Describe how your app intends to use this particular scope

View and manage all contact center user's details /contact_center_user:write:admin Delete

@. Describe how your app intends to use this particular scope

< Zof2

11. After making the selections click Continue.
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12. Click Activate your app.

B App Marketplace X

€ = (C & marketplace.zoom.us/develop/apps/_3GAJ-2yQuGNpnLLzdrNwA/activation 2 % @ &% % 0O o E

@P iHeartRadio: Listen.. [l Fox News - Breakin... FOX4 News Dallas-.. '8, WFAAcom (I8 Home View Summary @) Woot Daily Dealsf.. % Vault Professional -.. @ VirtwalPBX #§ LoopNet »

ZO0OIM  App Marketplace Q Develop v Manage

CommunityWFM

Intend to publish: No Account-level app Server-To-Server OAuth
UPLOAD
@ App Credentials °
@ Information
Your app is ready for activation
@ Feature PP Y
Once on, your app is allowed to invoke your selected Zoom APIs
@ Scopes

€ Back

2Zoom About Download Sales Support

Zoom Blog Meetings Client 1888 799 9666 Test Zoom =

13. Use the credentials you gathered in the adapter setup page to finish.
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