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1. WhatsApp Integration

Integrating WhatsApp into our omnichannel app opens up a world of possibilities for seamless
customer communication. By incorporating WhatsApp, we can tap into one of the most popular
messaging platforms globally, enabling us to engage with customers on their preferred channels.

This integration not only enhances accessibility but also streamlines our communication efforts,
allowing us to provide timely support and send notifications all within the familiar WhatsApp
interface. With WhatsApp integration, we’re poised to deliver an omnichannel experience, meeting
customers wherever they are and ensuring a smooth, consistent journey across all touchpoints.

System Requirements

Before proceeding with the integration of WhatsApp into the Omnichannel setup, ensure that your
system meets the following requirements:

1. PBXware System: You must have the PBXware system with Contact Center Edition version 7.2 or
higher installed. This version is necessary to ensure compatibility with the WhatsApp integration
features.

2. gloCOM Client: Ensure that gloCOM, the unified communications client for the PBXware system,
is installed on your system with a version of 7.2 or higher. gloCOM provides essential
functionalities required for seamless communication across channels.

3. License Requirements: To support WhatsApp integration, make sure you have enough agent
licenses, enable supervisor licenses if needed (optional but recommended), and activate the
OmniChannel module in your license.

4. CMP Service: The COMMSware Messaging Platform (CMP) is a custom solution that connects
your omnichannel system with messaging platforms, helping to manage interactions and handle
related data efficiently. It is a key requirement for integrating WhatsApp into your system.

By ensuring that your system meets these requirements, you’ll be ready to proceed with the
integration process smoothly and effectively. If you have any questions or need assistance with
verifying your system’s compatibility, please reach out to our support team for further guidance.
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WhatsApp Integration Requirements

This table outlines the preconditions and requirements for integrating WhatsApp with PBXware.
distinguishes between requirements for partners and end-user companies.

It

Preconditions for channels setup on WhatsApp WhatsApp
PBXware (for partner) (for end user company)
CMP deployment (VPS installation..) until 7.4 +
CMP configuration (from 7.4) +

installed

Personal Facebook account Will be needed only in case *
of direct integration through
Facebook business page Meta Cloud API
(feature support has not yet been
Meta business portfolio decided) +
Number without private WhatsApp already +

Partner hub on Dialog 360

Meta developer account

Meta app

Verified business (completed Business
verification)

Channel setup on Meta app

Meta app review (added permissions, data
handling questions)

Verified business as Tech provider (access
verification)

Will be needed only in case
of direct integration through

Meta Cloud API

(feature support has not yet been
decided)

Figure 1. WhatsApp Integration Requirements

Partners: Responsible for technical setup, including CMP deployment and configuration, managing
the Partner Hub on Dialog 360, and configuring Meta developer tools for WhatsApp channel

functionality.

End Users: Responsible for providing required accounts (e.g., Facebook and Meta Business Portfolio)

and a phone number without private WhatsApp installed for integration.
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2. Partner Hub on 360 Dialog

Creating a Partner Hub involves the following steps:

« Enter your company name, country, contact name, and confirmation email.

New account

Already have an account? Log.in

Company Name Country
Company Name Choose from the list
Name

Your full name

Email

Your company email address

Password

Minimum 6 characters

(O 1 agree to the 360dialog partner terms of service

Create account

Figure 2. Partner Hub on 360 Dialog
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» Choose a payment method: Client Payment or Partner Payment.

Choose your billing terms

Decide whether you want to pay on behalf of your clients or ask your clients to

pay directly to 360dialog.

B8 Client payment

Avoid financial risks by
requesting your clients to file a
payment method with
360dialog. All payments will go
through 360dialog.

Learn more

© Partner payment

Unlock maximum business
model flexibility by paying
360dialog on behalf of your
clients. You will be free to charge

your clients directly.

Learn more

Continue

Figure 3. Partner Hub on 360 Dialog
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« If you select Partner Payment, provide your credit card details.

Payment method

Add a company card to cover future monthly subscription costs as well as the

on-demand usage of Whatsapp's conversation costs for all your clients.

No costs will be charged now.

You will start getting charged as your clients onboard numbers.

a= Credit Card

Card number

wisa @ Eﬂm

Expiry date Security code

& Save details

Go back

Figure 4. Partner Hub on 360 Dialog
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* Select your preferred billing currency: USD or EUR.

Billing currency

Choose the currency you want your WABA's to be created in and your
numbers to be billed in

All costs related to subscriptions as well as conversation costs will be
invoiced in the selected currency.

B Euro = Dollar

Go back Continue

Figure 5. Partner Hub on 360 Dialog
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3. Meta Business Portfolio

To create a Business portfolio in Business Manager, follow these steps:

* Visit Business Manager: Go to the Business Manager  website at

https://business.facebook.com and login with your Facebook or Instagram account.

< O (3 https//business.facebook.com

N Meta

Let's get started with business
tools from Meta.

Log in with Facebook to use Meta Business Suite or
Business Manager.
With Meta Business Suite or Meta Business Manager,

No Facebook account? Log in with Instagram to use
you'll be able to:

Meta Business Suite.
* Oversee all of your Pages, accounts and business assets
Create an account in one place.

« Easily create and manage ads for all your accounts.

* Track what’s working best with performance insights.

ing you can do with Meta Business Suite and Meta Business

Figure 6. Create An Account

* Create an Account: Click on "Create an Account” to initiate the process. Enter all the required
information into the respective fields. Click the "Submit" button.

< G (5)  httpsy//business.facebook.com

Create your busi portfolio in

Your business and account name
This

his
Facebook

( @iy @gmail.com

When you add people to your business, your name and business email wi

visible to them

Figure 7. Business Info

« Email Verification: Please check your email for the verification message and verify the creation


https://business.facebook.com
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of the Bussines portfolio.

&< C (%) https:/business.facebook.com

@ Market was created!

= Confirm your email address.

ick the

Figure 8. Email Verification

You will be taken to the homepage of your business account.
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4. Phone Number

To be eligible for registration, business phone numbers must meet the following criteria:

* Owned by you
* Have a country and area code (shortcodes are not supported)

» Able to receive voice calls or SMS (You will receive an SMS message or a call to verify the
registration of the number.)

If you have a phone number registered with a WhatsApp account, you can disconnect

o that number from WhatsApp and use it for other purposes. Instructions on how to do
this can be found in the WhatsApp developers documentation under the "Phone
Numbers" section.
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5. Configure CMP Settings within the PBXware
System

Go to the Contact Center homepage and select "Settings" from the Messaging section in the left

navigation menu.
MESSAGING

Queues
Chatbots

Channels

Settings

Figure 9. Pbxware Settings

Scroll down to the bottom of the page to locate the CMP section to connect your PBXware system with
your CMP service. After providing the mode for running CMP, the public domain name of your service,
and the API key, click the "Save" button.

9 For more information about CMP running modes, refer to the CMP user guide.

CMP

Mode: Remote e
URL: https:/cmp.jedan.info
APl Key: cmp_Fh35QBgxRnJY4i9xFVSfgud4fdCnCéZel
Allowed IP Addresses:

Profile ID: 1adcf061-7de5-456a-87d0-3b4fb1b49081

Figure 10. Omnichannel CMP Settings
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6. Adding the WhatsApp Channel within the
PBXware

Getting Started

Locate the Channels Section

To access the Channels section, navigate to the MESSAGING section within the Contact Centre Module.
Clicking on "Channels" will lead you to a page where you can view a list of available channels.

Initiate Channel Creation

To initiate channel creation, simply click on the "Add Channel” button, which will prompt the
channel creation dialog to appear.

Channel Options

When the dialog is open, you’ll find options for creating a channel for Live Chat, SMS, Email, Facebook,
or WhatsApp.

Select channel type

Please select channel type:

Please select ... v

¢ Live Chat

© sMs

&9 Email
(© WhatsApp
) Facebook

Figure 11. Channel Type

Channel Type

To begin the process of creating a WhatsApp channel, select the WhatsApp channel type.

Select channel type

Please select channel type:

(O WhatsApp

x Cancel v OK

Figure 12. WhatsApp Channel Type

Confirm your selection by clicking "OK" to finalize it and proceed with the setup of the channel.
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Setting Up Your WhatsApp Channel

After confirming the creation of your WhatsApp channel, you'll be directed to the next window.

WhatsApp Channel > Add

Number and routing

Number:

) Connect with WhatsApp

Destination:  Please select ... v

Figure 13. Setting Up WhatsApp Channel
» The first option (Number) cannot be edited; it will be automatically populate once you connect
your WhatsApp account.

* The "Connect with WhatsApp" button allows you to link your WhatsApp account with the system,
enabling integration of the WhatsApp channel.

» The Destination field enables you to select a messaging queue to handle queries received via the
WhatsApp channel.

The next step is to click the Connect with WhatsApp button, which will prompt you to the CMP
window.

Setting Up CMP and Connect With WhatsApp

When you click the "Connect with WhatsApp" button, a new CMP window will appear.
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J0 CMP

D O COMMSware Messaging Platform

Signup View signup parameters ¥

Connect WhatsApp

Or enter data manually

360Dialog Client ID 360Dialog Channel ID
Phone Number Phone Name
Waba ID

© Bicom Systems - CMP 1.0.0+dev.0.rev.96b6d5b

Figure 14. Setting Up CMP

Simply continue by clicking the "Connect with WhatsApp" button on this window.

There’s no need to manually add information such as '360Dialog Client ID', '360Dialog
o Channel ID', 'Phone Number', etc., as these fields will be automatically populated once
you connect with your WhatsApp account.

Next, you will be redirected to the 360 dialog page, where you need to create your account or log in if
you already have a 360 dialog account.

Sign Up for 360Dialog Account

You can begin by indicating whether your organization is classified as a company or a government

agency.

@ DIRLOG

New account

Already have an account? Login

The organization | represent is a...

-
Company 2

Company

Government agency

Figure 15. Sign Up for 360Dialog

Enter your company’s name and choose your country from the provided options. Add your company’s
email address and provide a secure password for your account. This will serve as your login
credentials for accessing the 360 Dialog platform.
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@ DIRLOG

New account

Already have an account? Log in

The organization | represent is a...

Company v
Company Name * Country *

Tech Solutions Corp. Canada v
Company email *

deckardcain@instants.site
Password *

............... ©

reCAPTCHA
Privacy - Terms

By creating an account, you agree to our terms of service

\/ I'm not a robot

Figure 16. Sign Up for 360Dialog
Next, you can select Capture Verification to confirm you are not a robot.

Before proceeding, take a moment to read through the Terms of Service. It’s essential to understand the
terms and conditions governing the usage of the 360 Dialog platform.

After reviewing the Terms of Service, click the option to create your account.
Due to Meta’s policies regarding the creation of Governmental Agency accounts, we
will not cover that use case since Governmental Agency companies must get approval

before creating WhatsApp Business accounts.

On the next window, you will be asked to verify your email via a one-time passcode.
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@ DIALOG

Email Verification

We've sent an email with a code to deckardcain@instants.site

Re-send code in 50s...

Go back Continue

Figure 17. Verify Your Email

Completing the account creation process will send a verification code to your email address.

Check your email for the code, enter it into the provided field, and when you’re ready, click the

"Continue" button.

@ DIALOG

Email Verification

We've sent an email with a code to deckardcain@instants.site

1 4 5 — 3 8 3

Re-send code in 28s...

Figure 18. Verify Your Email

o Please note that you have 60 seconds to enter the code before it expires.

Once you’ve successfully submitted your code and your email is verified, you can proceed to start the
WhatsApp registration process on the next window.

On the window presented, you’ll need to confirm the status of your phone number.
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@ DIRLOG

About your number

Confirm the current status of the WhatsApp number you want to add.

Is this number connected to WhatsApp Business API?

No, this number is not connected to WhatsApp Business API v

Is the number connected to a personal WhatsApp account?

No, this number is not connected to a personal WhatsApp

account
Confirm number details

Sign out

Figure 19. Information About Your Number

Indicate whether your number is connected to the WhatsApp Business API or if it is associated with a
personal WhatsApp account.

Click the Confirm number details button, to proceed with the integration process. This action will
confirm the status of your phone number and allow you to continue with the setup.

As we proceed, we’ll now initiate the embedded signing process. This involves accessing your Meta
account, selecting or creating a new WhatsApp business account, and assigning a phone number to
your account.
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@ DIRLOG

Embedded signup

Complete Meta’'s Embedded Signup to get your number setup.

o A Meta Busi M

Create or select a Meta Business Account and provide your
company details

n?a? To have an active account you must add your
a
information in the Business Info section of Business
Manager Settings.

If it's not correctly set up, the account will be
immediately blocked.

More information here

o Select a WhatsApp Business Account

Create or select the WhatsApp Business Account you want to use
and add both a display name and a description

o Verify your WhatsApp number

Enter the phone number you want to send and receive messages
from, and verify it by SMS or phone call

Go back Start Embedded Signup
Sign out

Figure 20. Embeded Signup
Proceed by clicking on the Start Embedded Signing button.

Next, you will be asked to log in with Facebook, or if you are already logged in, simply continue as a
Facebook user.

3 Facebook
N - -

Log in to use your Facebook account with 360dialog.

Emall or phone:

Continue as Alfie Wheeler?

Password:
360dialog will receive your name and profile picture. This
doesn't ‘Iet 360dialog post to Facebook without your
permission.

Forgot account?

You need to log in with an existing Facebook account. New
accounts won't be approved for Business Manager. No one
can see a personal Facebook profile unless you confirm their
friend request. Learn more

e as Alfie Wheeler

Cancel Co

Not Alfie Wheeler? Log into another account.

By continuing, 360dialog will receive ongoing access to the infosnation you
share and Facebook will record when 360dialog accesses it
Learn more about this sharing and the settings you have

360dialog’s Privacy Policy Help Center

Figure 21. Continue With Facebook
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To proceed with the setup, click the Get Started button.

N @ Edis Omnichannel

Connect your account to 360dialog

To allow 360dialog to manage your WhatsApp Business Account, you'll need to
share account and billing permissions.

Permissions you'll share with 360dialog

o WhatsApp Business Account access
360dialog will be able to add or link phone numbers, create message
templates, send messages to your customers, assign users to your
account and access your metrics.

Billing management
360dialog will have permission to attach a credit line and bill you directly.

By continuing, you agree to the WhatsApp Business Terms of Service and the Meta
Terms of Service.

360dialog's Privacy Policy

Figure 22. Get Started

In this step, you'll need to provide your business information so you can set up your WhatsApp
business profile.

N2 @ Alfie Wheeler

(O  Fillin your business information

Select an existing or create a new business portfolio to add your phone
number. Your audience will not see this information on your WhatsApp
profile.

Business name

0/100

Business Email
You'll receive an email to verify it.

Business website or profile page
If you don't have a business website, you can use a URL from any of your social media
profile pages. This should be a website/social media page for your business.

Country

Select a Country -

+ Add Address (optional) r

360dialog's Privacy Policy Back

Figure 23. Business Info

You can add your business name, business email, and company’s public website here. Please ensure
that the website is accessible to the public.

Finally, select your country and click Next.

In the following window, you will be prompted to create a new business account or select an existing
one.
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N2 @ Alfie Wheeler »

Q Create or select your WhatsApp Business Account
This WhatsApp Business Account will belong to your business portfolio

Choose a WhatsApp Business Account

s Create a WhatsApp Business Account v

Create or Select a WhatsApp Business Profile

Create a new WhatsApp Business profile v

360dialog's Privacy Policy Back m

Figure 24. Business Account and Profile
Additionally, you have the option to select an existing business profile or create a new one.
To proceed with the setup click the Next button.

In this step, you’ll create your WhatsApp business profile, which will display information about your
business to people on WhatsApp.

= @ Alfie Wheeler «

xN
° Create a WhatsApp Business profile
This profile will show information about your business to people on
° WhatsApp. You can edit this information anytime by going to Business
assets in Meta Business Suite Settings and selecting this WhatsApp
O account.

WhatsApp Business Account Name @
e 0/255
WhatsApp Business display name

Your display name should match your business name and adhere to WhatsApp
Business display name guidelines. Learn more about display name guidelines

alfiewheeler063@gmail.com

® Best practices for WhatsApp B(fsiness display names:
« Don't add unnecessary punctuation, emojis or symbols like
trademarks.
« Capitalize the first letter of each word.
+ Don't use a web address or URL.
Category

Select the category that best describes your business.

Show more options »

360dialog's Privacy Policy Back

Figure 25. Create Business Profile

Add a Business Account name and WhatsApp Business display name, and select the category that best
describes your business.

To proceed with the setup click the Next button.
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In the next window, you will be required to add a phone number. Please ensure that the number you
provide is unique, meaning it has not previously been used on WhatsApp.

] @ Alfie Wheeler »

Add a phone number for WhatsApp
This is the number people will see when they chat with you. Learn how to use
a number that's already on WhatsApp.

Phone number

US +1 -

0C000e S5

You'll receive a code to verify this number.

Choose how you would like to verify your number:
If you are using a landline number, choose phone call.

@ Text message Phone call

360dialog's Privacy Policy Back

Figure 26. Add Phone Number

If you enter a phone number that is already associated with WhatsApp, you will receive a notification.

> @ Lucian Gates v

Add a phone number for WhatsApp
This is the number people will see when they chat with you. Learn how to use
a number that's already on WhatsApp.

Phone number

BA+387 v | 61104948 [

00000 3

You'll receive a code to verify this number.

A\ This number is registered to an existing WhatsApp account. To use
this number, disconnect it from the existing account. Then, return to
this page and re-enter the number. Note: It may take up to 3 minutes
for the number to become available. Learn more.

Choose how you would like to verify your number:

If you are using a landline number, choose phone call.

@ Text message Phone call

360dialog's Privacy Policy Back

Figure 27. Failed to Add Phone Number

You can choose how to verify your number (via SMS or phone call) and click the next button.
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If you already have your number connected to your WhatsApp account and you want
o to register that same number to your WhatsApp Business Account, please follow the
instructions explained on this link.

N2 @ Alfie Wheeler w
° Add a phone number for WhatsApp

This is the number people will see when they chat with you. Learn h@w to use
° a number that’s already on WhatsApp.
° Phone number
O US +1 -

You'll receive a code to verify this number.

Choose how you would like to verify your number:
If you are using a landline number, choose phone call.

@® Text message Phone call

Figure 28. Instructions

This window displays the SMS verification code, and once received, enter the code and proceed with
the process.

[ @ Alfie Wheeler

Verify your phone number
We sent a verification code to +387 61 081 693. To verify your number, enter
the 6-digit code.

Verification code

5 3 1

©C0 000 S

Did not receive a code? You can request a new one and change your
verification method in 52 seconds.

360dialog's Privacy Policy Back

Figure 29. Verification Code

o Please keep in mind that you have 60 seconds to enter the code or you will have to
repeat the process.

Next, you will click Finish and wait a few minutes to set up your account.
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N2 @ Alfie Wheeler «

&T

You're now ready to chat with people on WhatsApp

We'll review your business to ensure it complies with WhatsApp’s Commerce
Policy and reach out within 24 hours if there's an issue.

You can immediately get started with

[ 250 busi initiated
Per phone number in a rolling 24-hour period

&  Unlimited initiated

360dialog's Privacy Policy m

Figure 30. Finish the Setup

You will need to wait for some time at this stage while everything is being set up. If there are too many
requests at that moment, you will receive a corresponding notification.

After the setup is completed, you will need to select the numbers you will grant permission to the
partner to access WhatsApp Business API.

@ DIALOG

Partner application

To proceed you need to authorize the partner application

The partner you are about to authorize is Bicom Systems.

Select the numbers which you want to give permission to the partner to
access the WhatsApp Business API.

Numbers

{ Select numbers v ]
1 number selected
&) (+387) 61081693 X
Add a new number Cancel @
Sign out

Figure 31. Grant Permission for Number

When you select a desired number or numbers, click the Authorize button. Then you’ll be
automatically redirected to the CMP window.
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J0 CMP

O commsvare essaging Pattorm

Signup View signup parameters ¥

Connect WhatsApp

TiQfHMCH v

Or enter data manually*

360Dialog Client ID 360Dialog Channel ID

[ 4zM3NOGbCL \/] [ TiQfHMCH \/]
Phone Number Phone Name

[ 38761081693 \/] [ alfiewheeler063@gma \/]
Waba ID

[ 287104074481057 v ]

Figure 32. CMP Window Polulated

As you follow the integration process from the beginning, you don’t have to add any data manually
within this window.

All the necessary data required for integration will be automatically filled in.

You can simply proceed by clicking the submit button. After submitting the data, you’ll be redirected to
the PBXware system.

PBXware - & Administrator O @ C < A4

WhatsApp Channel > Add

Number and routing

Number: 38761081693 v
Y] Connect with WhatsApp

Destination:  Queue - TechnicalAssistance - v

¢ comat
Figure 33. Successfully Completed Process
Here, you can select the destination queue for your WhatsApp channel.

Once you've selected the destination queue, click the Save button to save the configuration. This will
finalize the setup and ensure incoming messages from the WhatsApp channel are routed to the
designated queue within PBXware.
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Login with 360 Dialog Account:

If you already have a 360Dialog account set up for WhatsApp integration, you can proceed by logging
into your existing account.

@ DIALOG

Login

Company email *

alfiewheeler063@gmail.com

Password *

........... ©

f Log in with Facebook

Forgot your password? Reset here

Figure 34. Login with 360 Dialog Account

Logging in with your 360dialog account is straightforward: enter your email and password, then click
the login button. You’ll be prompted to select a number you want to give permission to the partner to
access the WhatsApp Business API.

@ DIALOG

Partner application

To proceed you need to authorize the partner application

The partner you are about to authorize is Bicom Systems.

Select the numbers which you want to give permission to the partner to
access the WhatsApp Business API.

Numbers

Select numbers v

1 number selected

&) (+387) 61081693 X

Add a new number Cancel m
Sign out

Figure 35. Select Number

After clicking 'Authorize,” you will be directed back to the CMP window, where all data will be
populated accordingly.
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J0 CMP

O O COMMSware Messaging Platform

Signup View signup parameters ¥

Connect WhatsApp

TiQfHMCH v

Or enter data manually*

360Dialog Client ID 360Dialog Channel ID

[ 4zM3NOGbCL \/] [ TiQfHMCH \/]
Phone Number Phone Name

[ 38761081693 \/] [ alfiewheeler063@gma \/]
Waba ID

[ 287104074481057 v ]

Figure 36. CMP Window Polulated

After clicking the "Submit" button, you’ll be redirected back to the PBX GUI From there, you’ll need to
select the destination queue for WhatsApp channel.
PBXware - & Administrator o8 @ C ‘o ?

WhatsApp Channel > Add

Number and routing

Number: 38761081693 v
S Connect with WhatsApp

Destination:  Queue - TechnicalAssistance - v

Figure 37. Successfully Completed Process

To confirm the creation of the WhatsApp channel, select destination queue and click on the "Save"
button.
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Bicom Systems (USA)
2719 Hollywood Blvd
B-128

Hollywood, Florida
33020-4821

United States

Tel: +1(954) 278 8470
Tel: +1(619) 760 7777
Fax: +1(954) 278 8471

Bicom Systems (FRA) c/o
FONIA

Zac du Golf

15 Impasse Oihana

64200 BASSUSSARRY

Tel:  +33(0)5 64 115115
Email: contact@fonia.fr

Bicom Systems (CAN)
Hilyard Place

B-125

Saint John, New Brunswick
E2K 1J5

Canada

Tel:  +1(647) 313 1515
Tel:  +1(506) 635 1135

Bicom Systems (ITA)

Via Marie Curie 3

50051 Castelfiorentino
Firenze

Italy

Tel:  +39 05711661119
Email: sales@bicomsystems.it

Bicom Systems (UK)
Unit 5 Rockware BC
5 Rockware Avenue
Greenford

UB6 0AA

United Kingdom

Tel:  +44(0) 20 33998800

Bicom Systems (RSA)
12 Houtkapper Street
Magaliessig

2067

South Africa

Tel:  +27 (10) 0011390

email: sales@bicomsystems.com

bicom
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Follow us
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