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1. Overview

1.1. What is Telegram?

Telegram is a chat application to communicate on the go. Using Telegram for incident creation and
management will become easier if you integrate ServiceOps within Telegram. Once added, you can
generate or review requests from Telegram without signing-in to the ServiceOps Support Portal or

accessing the chat agent from the portal.

1.2. What is a Virtual Agent?

A virtual agent is a bot that works based on the chat flows configured in ServiceOps. Using this, you

can create and manage both incident and service requests.

1.3. What is a Messaging App?

A messaging app is an intermediary between the ServiceOps and Telegram application. It provides
the users with a pre-defined list of incidents request management actions and responds accordingly

over the Telegram application.

You can integrate a custom-built Telegram app that connects with your ServiceOps Portal, enabling
the Virtual Agent or messaging app to send responses to the requester over the Telegram

application.

This functionality is available from version 7.8 and above.

1.4. Prerequisites

e ServiceOps hosted on a live URL.

e ServiceOps server must be hosted on 443, 80, 88, or 8443 port.

e SSL Certificate enabled.

e Telegram account created with the same requester contact number as configured in the above
point.

e The Base URL in ServiceOps should be the same as the portal URL.

www.motadata.com | support@motadata.com o
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2. Configuring the Telegram Virtual Agent

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

motadata

Step 1: Install the Telegram app from the Google Play Store and create an account.

Step 2: Search for BotFather in the app and open it.

= Telegram Q
Tech Writer's Tribe «
~Vishal~: @ https://youtu.be/x7
BotFather & 11:50 AM

R Draft: 5292353647 AAHYadScaUfP1ct...
TWT API doc group « sun
Prakash: Good morming mam, |

Telegram &
i Download Manager, New Attachme.

Ruby Uncle
Video

12:25PM

Mar 17

Jun 08

Deleted Account May 15

Deleted Account joined Telegram!
@ | SEp— May 09
o Apr24

Ruby Uncle
-
Your contacts on Telegram
Victoria
online
Jayson
last nat12:35 P

< | BotFather X
Chats Media Downloads Links Files
“ BotFather &
U bot
Global search Show more

BotFather
32002 subscribers

&
BotFather

&+ 36488 subscribers

X

Bot Father(&)
@botfatherdomain, 1264 subscribers

Fig I: Search BotFather

Step 3: Tap Start, and a list of coommands related to the bot creation appears.

GG R

BotFather
7 bot

What can this bot do?

and manage your existing bots.

| About Telegram bots:

| https:/core.telegram.org/bots
Bot API manual:

Contact @BotSupport if you have
questions about the Bot API.

BotFather is the one bot to rule them
all. Use it to create new bot accounts

https:/core.telegram.org/bots/api

BotFather
< (;\ bot

see the manual.
You can control me by sending these
commands:

/newbot - create a new bot
/mybots - edit your bots [beta]

Edit Bots
/setname - change a bot's name

- change bot
/setabouttext - change bot about info
/setuserpic - change bot profile photo
/setcommands - change the list of
commands
/deletebot - delete a bot

Bot Settings A
/token - generate authorization token |
/revoke - revoke bot access token

/setinline - toggle inline mode
/setinlinegeo - toggle inline location
requests

|| /setinlinefeedback - change inline feedback
settings

/setjoingroups - can your bot be added to
groups?

/setprivacy - toggle privacy mode in groups

1 Games

| /mygames - edit your games [beta]

|| /newgame - create a new game

[ /listgames - get a list of your games
/editgame - edit a game

/deletegame - delete an existing game

|
|
]

aM
m @ Message @

©

Fig 2: List of Commands
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Step 4: Create a new bot by typing the command /newbot in the message and tapping Send.

1053 8 8

52\ BotFather
< (l\’ bot

see the manual.

You can control me by sending these
commands:

/newbot - create a new bot
/mybots - edit your bots [beta]

Edit Bots
/setname - change a bot's name

i - change bot
/setabouttext - change bot about info
/setuserpic - change bot profile photo
/setcommands - change the list of
commands
/deletebot - delete a bot

Bot Settings
/token - generate authorization token
/revoke - revoke bot access token
|| /setinline - toggle inline mode
| /setinlinegeo - toggle inline location
requests
/setinlinefeedback - change inline feedback
settings
/setjoingroups - can your bot be added to
groups?
/setprivacy - toggle privacy mode in groups

Games

/mygames - edit your games [beta]
/newgame - create a new game
/listgames - get a list of your games
/editgame - edit a game

| 1Anlntanama _dnlata an avietins mama

“ /newbot c;
= JO

new bot

Fig 3: Create a New Bot

Step 5: Enter a name for your bot and tap Send.

0:54 o

- /mybots - edit your bots [beta]

Edit Bots

/setname - change a bot's name
/setdescription - change bot description
/setabouttext - change bot about info
/setuserpic - change bot profile photo
/setcommands - change the list of
commands

/deletebot - delete a bot

Bot Settings

/token - generate authorization token
/revoke - revoke bot access token

/setinline - toggle inline mode
/setinlinegeo - toggle inline location
requests

/setinlinefeedback - change inline feedback
settings

/setjoingroups - can your bot be added to
groups?

/setprivacy - toggle privacy mode in groups

Games
/mygames - edit your games [beta]
/newgame - create a new game
/listgames - get a list of your games
/editgame - edit a game
/d - delete an

isting game
52 AM

/newbot .55 am
Alright, a new bot. How are we going to call

it? Please choose a name for your bot.
0:53 AM

O fown] >

Fig 4: Enter the name of the bot
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Step 6: Enter a username for your bot and tap Send.

0:58 §

/setinlinegeo - toggle inline location
requests

/setinlinefeedback - change inline feedback
settings

/setjoingroups - can your bot be added to
groups?

/setprivacy - toggle privacy mode in groups

Games

/mygames - edit your games [beta]
/newgame - create a new game
/listgames - get a list of your games
/editgame - edit a game :
/deletegame - delete an existing game

L B

Alright, a new bot. How are we going to call '
it? Please choose a name for your bot.

SerwceOps Bot 10.55 am w2

e
i

" Good. Now let's choose a usemame for
your bot. It must end in "bot'. Like this, for
- example: TetrisBot or tetris_bot. 0:55 AM

© Clomnars ]

Fig 5: Enter the Username for the bot

The bot gets created, and a confirmation message appears.

(f\ BotFather

? bot

| Good Now Iets choose a username for
your bot. It must end in "bot’. Like this, for
example TetrlsBot or tetris_bot.

Motadata_Bot ;.4 11

Done! Congratulations on your new bot. You
will find it at t. me/Motadata_Bot. You can
now add a description, about section and
profile picture for your bot, see /help for a
list of commands. By the way, when you've
finished creating your cool bot, ping our Bot
Support if you want a better username for it.
Just make sure the bot is fully operational
before you do this.

Use this token to a access the HTTP API:
52923
h5sjy N

it can be used by anyone to control your
bot.

For a description of the Bot API, see this
page: https://core.telegram.org/bots/api

Do) 09

Fig 6: Bot Created Successfully

Step 7: Copy the token and use it in the ServiceOps as Client ID.

www.motadata.com | support@motadata.com o
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Step 8: In ServiceOps,
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1. Navigate to Admin > Support Channel > Virtual Agent > Telegram App Config page.

Enable the functionality.

Click Update.

o s wN

Telegram APP” will appear.

Paste the Client ID (token) copied from the Telegram app.

Click the Telegram button, and a confirmation message “success! Successfully installed

Virtual Agent

Enabled 9

Chat Flow
Slack App Config Client Id
5292353647:A/
Teams App Config

Telegram App Config

o Telegram Cancel

|Admim Support Channel Virtual Agent

Fig 7: Telegram App Config Page

Step 9: Open the Telegram app and tap the link provided in the BotFather chat. The bot appears, and

you can begin your conversation.

1058 8 6

< (\ BotFather

"

~ Good. Now let's choose a username for
your bot. It must end in bot’. Like this, for
example: TetnsBot ortetris_bot. . --

Done! Congratulations on your new/ot. You
will find it af t.me/Motadata_Bot. You can
now add a de prom, abot ion and

profile picture for your bot, see /help for a
list of commands. By the way, when you've
finished creating your cool bot, ping our Bot

Just make sure the bot is fully operational
before you do this.

Use this token to access the HTTP API:
5292353647 : AAHYad5caUfP1ctYkOUZL10
h5sjyTFlyZG8

Keep your token secure and store it safely,
it can be used by anyone to control your
bot.

For a description of the Bot API, see this
page: https://core.telegram.org/bots/api

@ © Message 2

Support if you want a better username for it.

0

Create Request

ServiceOps_Bot

bot
| /start ;5500
Hii 556 pm

Please Share Your Contact No With us

Please Share Your Contact No With us

257PM W

Please Share Your Contact No With us

ServiceOps_Bot
Please Share Your Contact No Wit...

Rosy
+91 94

Welcome Rosy

300 PM W

Hello 5, py .

Sorry i didn'tunderstand - | -, |

- You can select option or type question

Open Request | Pending Appr...

| Selected Value "Create Request’

| Please Enter short Description -

. Selected Value "Create Request" |
Request Created

INC-9

Subject: Create Request
Status: Open

@ Nossaqc

Fig 8: Open the Bot link and start the conversation
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3. Configuring the Telegram Messaging App

To create a Telegram Messaging App,

Step 1: Follow the above 1to 7 steps of the virtual agent section.

Step 2: In ServiceOps,

1. Navigate to Admin > Support Channels > Messaging App > Telegram page.
Enable the functionality.

Paste the Client ID (token) copied from the Telegram app.

Click Update.

Click the Telegram button, and a confirmation message “success! Successfully installed

o s wN

Telegram APP” will appear.

Messaging App | Admin > SupportChannel - Messaging App |

: 1
Telegl Enable
[

WhatsApp Client Id

5101567 e

@ Telegram Cancel

Fig I: Telegram Messaging App

Step 3: Open the Telegram app and tap the link provided in the BotFather chat. The messaging app
appears; tap Start, and select an action to be performed as shown below. Example: If the Create New
Ticket option is selected, the app will respond with the ticket created and the ticket ID as shown in the
below right-most figure. Similarly, other actions can be performed, and a response will be received

accordingly.

0:58 4

2 SE N g Y =
Good. Now let's choose a username for
your bot. It must end in “bot'. Like this, for ’
example: TetrisBot or tetris_bot. . .- ., 8

Motadata_Bot /. .., .~

Done! Congratulations on your n: ot. You \
will find it af t. me/Motadata_Bot. You can /start 10,04 am v <
now add a 3 ion and . . 3
profile picture for your bot, see /help for a Invalid Input. Please enter the valid Key. _!' r
list of commands. By the way, when you've LROAAS)
finished creating your cool bot, ping our Bqt Please Select an Action ., ..,
Support if you want a better username for it.
Just make sure the bot is fully operational
before you do this. ® Message 2 9
Use this token to access the HTTP API:
] —_— - - Add Reply to Current Ticket
/start 1008 am
" - p—
Keep your token secure and store it safely, Create New Ticket Invalid Input. Please enter the valid Key.
it can be used by anyone to control your \ 0.04 AM
bot. . Select Ticket to Add Reply Please Selectan Action 19,04 aw £ 9
For a description of the Bot AP, see this e Create New Ticket - |
page: https://core.telegram.org/bots/api [N My Ticket g |
0:58 AM Ticket Created (INC-28) - ., =Y
/L . 2
€D O }ressaoe 2 0 © Mesaage ® 2 0

Fig 2: Open the App link and start the conversation

Same bot cannot be used as a Virtual Agent and Messaging App together. Hence, two different bots

are to be created or both respectively.
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