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1. Overview

1.1. What is Microsoft Teams and Virtual Agent App?

Microsoft Teams or Teams is an application to communicate with your team members. Using Teams
for incident creation and management will become easier if you add the ServiceOps Virtual Agent as
an app within Teams. Once added, you can generate or review requests from Teams without

signing-in to the Support Portal or accessing the virtual chat agent from the portal.

You can integrate a custom-built Teams app that connects your ServiceOps Portal, enabling the

Virtual Agent to send responses to the requester over the Teams application.

This functionality is applicable from version 7.7 and above.

1.2. Prerequisites

e Requester created in the ServiceOps portal

e Teams account created with the same requester email ID as created in the above point.

2. Creating and Configuring Teams Virtual Agent App

To create a Virtual Agent application, follow the below steps:

Step 1: Create or Open a Teams account with admin permissions.

Step 2: Open the application and navigate to Apps > App Studio.

Microsoft Teams Q Search
Store g Search results for "app studio”
Apps (3) = Filter
B app studycl X
L
Developer Portal
(O B Apps » ft Corporati
& Categories
Microsoft
‘ Productivity
Utilities
‘ Human resources & recruiting
Developer tools
1
Apps
@ 3 Manage your apps

Fig I: App Studio
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Step 3: Click Open.

App Studio X
BD« Developer tools, Microsoft

I“] Build great apps for Microsoft Teams with App Studio.

Create new Microsoft Teams apps, design and preview bot cards, and explore
About documentation using App Studio.

More from Microsoft Corporation Bots

Chat with the app to ask questions and find info
Permissions

Personal app
Keep track of important content and info

Created by: Microsoft Corporation
Version 1.6.1

More from Microsoft Corporation

«BH> D

Milestones SharePoint OneNote Developer Q&A

Bl alPl e -

Fig 2: Open App Studio

Step 4: Select the option “Import an existing app” and select the zip file provided by Motadata. To

download the zip file, click here.

Microsoft Teams Q_ Search

2 App Studio Manifest editor Validation Card editor Ul Tools Chat About G

Create, debug, and deploy Teams apps directly from d Visual Studio or ® Visual Studio Code

- s ! es
Microsoft Teams New app 101 MICTOSOTL 18ams New app 101 MICTOSUTL (eas
Short description of newbot Short description of meeting.

‘ Use the app configuration to develop or
import your own apps for use in Teams.
Choose an option below to get started

gx motadata virtual agent
App Studio 4 Create a new app chat-new-1 motadata virtual agent

Build a new app from scratch

an motadata virtual agent
@  Bot Management
L~ S
Create and manage existing bots

0 Import an existing app

Continue working on a project L] ose,
B New app ServiceOps
New app for Microsoft Teams ServiceOps

A description of what your app does ServiceOps

Fig 3: Importing an existing app
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Step 5: Edit an app page will appear as shown below. Then, navigate to Capabilities > Bots in the left

panel, and delete the existing bot.

Microsoft Teams Q Search

(58 App Studio Manifest editor Validation Card editor Ul Tools Chat About

Create, debug, and deploy Teams apps directly from »d Visual Studio or *4) Visual Studio Code

Bots
o ServiceOps Set up a bot to include it in your app experience. Learn more
By motadata
3 =
. o
ax App passwords
App Studio 1 -
o Capabilities Create and manage application passwords. You can also manage your app secrets in the App Registration Portal

E] Tabs
2

80  Connectors

"""""" 1/5/2022 11:01:12 AM
[4 Messaging extensions

P B e 12/27/2021 5:48:50 PM

i Delete ServiceOps

Fig 4: Deleting an existing app

Step 6: Create a new bot using the “Set up” button.

Microsoft Teams Q Search

8 App Studio Manifest editor Validation Card editor Ul Tools Chat About

Create, debug, and deploy Teams apps directly from o4 Visual Studio or ) Visual Studio Code

Home Edit an app

Bots
o ServiceOps Set up a bot to include it in your app experience. Learn more
By motadata
‘ Capabilities
] Tabs
5
App Studio -
@ Ccapabilities
] Tabs
& Bots

)  Connectors

o

£ Messaging extensions

il Delete ServiceOps

Fig 5: Setting up the Bot
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Step 7: Configure the following details:

e Name: Enter the name of the bot.

mot

e Scope: Select the scope of the bot. Options are Personal, Team, and Group Chat.

Set up a bot

Create a new bot or configure an existing bot.

New bot

Existing bot

register your bot with Microsoft and generate a new App ID.

*Name

1
Messaging bot
D My bot supports uploading and downloading files
D My bot is a one-way notification only bot
Calling bot
D My bot supports video call
D My bot supp,

*Scope

audio call

Personal

Team

Group Chat

To create a new bot give it a name and click the "Create Bot" button below. This will

X

3
| Create bot I

Fig 6: Bot Parameters

Step 8: Click Create Bot, and the bot gets created as shown below.

Copy the Client ID below the bot's name and use it in the ServiceOps Portal.

Q, Search

Microsoft Teams

adata

28 App Studio Manifest editor Validation Card editor Ul Tools Chat About
Create, debug, and deploy Teams apps directly from @ Visual Studio or *4) Visual Studio Code

Home Edit an app

ServiceOps
By motadata

Capabilities

) Tabs £ Bot

Bots

Set up a bot to include it in your app experience. Learn more

O|Serv|(e00

App passwords

e Complete these steps

Complete these steps in order to distribute

1 Details a

B App details QKH#wwearsssrarns
o Capabilities v
@l Delete ServiceOps Messaging endpoint

Manage the messaging endpoint for your bot here.

[ |e— Client ID

Edit

Create and manage application passwords. You can also manage your app secrets in the App Registration Portal

2/15/2022 4:06:58 PM

Delete

Fig 7: Client ID
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Step 9: Generate a new password, and a pop-up displaying the generated password will appear. Use

this password in the ServiceOps Portal.

Microsoft Teams Q Search

;s App Studio Manifest editor Validation Card editor Ul Tools Chat About C

Create, debug, and deploy Teams apps directly from ®d Visual Studio or *4) Visual Studio Code

New password generated X

This is the only time when it will be displayed. Please store it securely.

App Studio

Fig 8: Generated Password

Step 10: In the Messaging endpoint section, change the base URL before the
*[api/public/teams/readMessage” section, as shown below. It is the HTTPS URL on which Teams will

send the message.

Microsoft Teams Q Search

;s App Studio Manifest editor Validation Card editor Ul Tools Chat About C

Create, debug, and deploy Teams apps directly from »d Visual Studio or *4) Visual Studio Code

Home Edit an app
Bots
o ServiceOps Set up a bot to include it in your app experience. Learn more
By motadata
eated -

Capabilities

] Tat & Bot L) s 2/15/2022 4:06:58 PM

] Tabs 30

= . .
M%«,m” Messaging endpoint

Complete these steps

X Manage the messaging endpoint for your bot here.
Complete these steps in order to distribute

your app. Bot endpoint address
1 Details https://+ /api/public/teams/rea:
B App details
Commands
o Capabilities > Include commands that will determine how your bot behaves.
fj Delete ServiceOps
Add

Fig 9: Configuring Messaging Endpoint
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Step 1i: In the left panel, navigate to Finish > Test and distribute and click Download.

Microsoft Teams

Q Search

B8 App Studio Manifest editor Validation Card editor Ul Tools Chat ~ About

Create, debug, and deploy Teams apps directly from ®d Visual Studio or *4] Visual Studio Code

Home

ServiceOps
By motadata

Capabilities

] Tabs & Bot

Edit an app

E]  Languages
@ Domains and permissi
¢/>  App Manifest (preview)

A~ | Test and distribute

@l Delete ServiceOps

Test and Distribute

Choose what you'd like to do with your app. Learn more

Install

Install your app in Teams for testing.

Install

Download

Download and save your app package zip file for distribution
and submission

Publish

Publish your app to your tenant's app catalog or the Teams app
store.

Fig 10: Downloading the App

Step 12: Download the app and attach it to the Attachments in the ServiceOps Portal below.

= mdtadata
Virtual Agent

B <3

& Download App

5= - Enabled
L]
Eo Client Id*
an
\,. Teams App Config
Password
Q. Attachments

I © 00 0

Admin Support Channel Virtual Agent

Fig 1: Attaching the app in the ServiceOps Portal
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Step 13: In Teams, upload the app.

Navigate to Apps > Manage your Apps, and select the option as either “Upload an app to your org’s
app catalog” or “Submit an app to your org”.

« If the option “Upload an app to your org’'s app catalog” is selected, upload the app downloaded

from the Support Portal.

Microsoft Teams Q_ Search
Store

Search Q
5] Apps A

Upload a custom app

Built for your org

Built by your colleagues

Featured

Popular across Teams Upload an app to your org’s app catalog

As an admin, spload an app without approval f

Top picks

What's new

Categories N
Submit an app to your org

Microsoft
Education -

Productivity

Image & video galleries

2

@ Manage your apps

Fig 12: Uploading the app to your org’s app catalog

Once uploaded, the app will be available in your app’s catalog, as shown below.

il ﬁ

=

Store Built for your org = Filter

Search Q

B8 Apps 2

| Built fer your org |
Built by your colleagues

Featured

an app that enables to communicate
easity

Popular across Teams
Top picks

What's new

Categories

Microsoft

Education

Productivity

Image & video galleries
Project management
Utilities

Seemore

Industries
Agriculture
Distribution
Education

Finance

88 Manage your apps

Fig 13: App’s Catalog
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¢ If the option “Submit an app for your org” is selected, submit the app to your IT Admin for

approval using “Submit an app”. Once submitted, it will be available in the approval queue, as

shown below.

Microsoft Teams

Store

Search

2] Apps

Built for your org

Built by your colleagues

Featured
Popular across Teams
Top picks

What's new

Categories
Microsoft
Education
Productivity

Imana & viden aalleriac

Submit an app for your org

Submit an app to your IT admin for approval and check the status of your submissions. Once approved, the app

will be published to your org’s app catalog

T Submit an app

App name Version

o ServiceOps 1.00
G chat-new-1 1.00
o ServiceOps 1.00

Status Last updated
Upgrade Pending 2/15/2022, 4:47 PM

Pending 11/26/21

/" Approved

Find Q

Once the IT Admin approves, the app will be published and available in your Apps list.

Fig 14: IT Admin’s Approval Queue

Step 14: Sign-in to the ServiceOps Portal and configure the Teams App settings.
¢ Navigate to Admin > Support Channel > Virtual Agent > Teams App Config page.

- ...l..‘
= motadata
Virtual Agent

[ml]
-

i Q@ @p &

Y]

D

= heit Flow nabled

L) -
o slack App Config Client Id

Attachments

& Attach Files

ServiceOps

& Download App Cancel

Create New + @

000

| Admin Support Channel Virtual Agent}

Fig 16: Teams App Config Page

¢ Enable the Teams functionality to allow requesters to chat via the Teams application.
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e Provide the Client ID and Password of Teams. You can get these details from the Teams client

page, as shown below.

Q Search

Microsoft Teams

(58 App Studio Manifest editor Validation Card editor Ul Tools Chat About
Create, debug, and deploy Teams apps directly from ®d Visual Studio or ®) Visual Studio Code

Home > Edit an app

ServiceOps
By motadata

Bots

Set up a bot to include it in your app experience. Learn more

O I ServiceOps

[j— Client ID

App passwords

o stidlo Complete these steps

Complete these steps in order to distribute

your app. Generate new password
1 Details Passu i
App details QKH**r Ak aRRR R AR RAn 2/15/2022 4:06:58 PM
© capabilities ¥
il Delete ServiceOps Messaging endpoint

Manage the messaging endpoint for your bot here,

Edit

Create and manage application passwords. You can also manage your app secrets in the App Registration Portal

Delete

Fig 16: Client ID and Password

e Attachments: Attach the app zip file downloaded from the Teams application.

e Click Update, and a confirmation message will appear.

Step 15: Open the Teams application, select the app, and begin your conversation with the

ServiceOps Virtual Agent.

Microsoft Teams Q Search

o ServiceOps  chat About

Submit

Do you want me to transfer chat to technician?

©

select v
Submit
ServiceOps
- Yesterday 5:33 PM
What is my name
O ServiceOps  Yesterday 5:33 PM
©@  Yournameis
OB B > 2 &8 =

Fig 17: ServiceOps Virtual Agent in Microsoft Teams
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