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1. Overview

What is WhatsApp Integration?

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

Portal or accessing the chat agent from the portal.

You can integrate WhatsApp with ServiceOps in two ways:

e As aVirtual 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. In this
case, WhatsApp Business Account is used for integrating WhatsApp with ServiceOps.

e As aMessaging App: A messaging app is an intermediary between the ServiceOps and

WhatsApp application. It provides the users with a pre-defined list of incidents request
management actions and responds accordingly over the WhatsApp application. In this case,

Twilio is used as a messaging app.

Such integrations provide programmable communication tools for sending and receiving messages,

and performing other communication functions using its web service APIs.
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2. WhatsApp for Business Integration

Using Facebook

Prerequisites

ServiceOps hosted on a public URL

SSL Certificate enabled

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

Chat support should be enabled in the ServiceOps Portal

Requester created in the ServiceOps Portall

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

Valid Facebook account

Valid WhatsApp business number

Applicable Version

This functionality is applicable from version 7.9 and above.

Create App

To create a WhatsApp Virtual Agent using Facebook, follow the below steps:

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

Step 2: Login to Meta for Developers using the existing Facebook account.

00 Meta Developer Products Developer Programs Docs More Q

Meta Connect 2022
Roundup

See all the newest development announcements and event
highlights.

- | Learn More

www.motadata.com | support@motadata.com
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Step 3: Click My Apps > Create App.

Q) Meta for Developers Docs  Tools  Support  MyApps

APPS Q, Search by App Name or App ID

Filter by
L’i‘f All Apps

Archived

No apps yet

To get started, create your first app.

[ommerer | ‘

Fig 2: My Apps > Create App

Step 4: Select an app type as “Business” and click Next.

Q) MetaforDevelopers Docs Tools Support My Apps
Create an App X Cancel
(P Type Select an app type

The app type can't be changed after your app is created. Learn more

O Details

Business [
a Create or manage business assets like Pages, Events, Groups, Ads, Messenger, WhatsApp, and Instagram
Graph API using the available business permissions, features and products,

se Consumer

Connect consumer products and permissions, like Facebook Login and Instagram Basic Display to your app

Instant Games
Create an HTMLS5 game hosted on Facebook.

Gaming
&

Connect an off-platform game to Facebook Login.

@ Workplace

Create enterprise tools for Workplace from Meta.

! Academic research
Connect to Facebook data and tooling to perform research on Facebook.

ﬁ None
Create an app with combinations of consumer and business permissions and products.

Give Feedback

Fig 3: Select Business App Type
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Step 5: Enter the basic details like the app name, App contact email, and click Create app.

Q) Meta for Developers Docs Tools Support My Apps

° Type Add an app name
This is the app name that will show on your My Apps page and associated with your app ID. You can change the name later in Settings.

(] Details ServiceOps 10/30
App contact email

This is the email address we'll use 1o contact you about your app. Make sure it is an address you check regularly. We may contact you about
policies, app restrictions or recovery if your app is deleted or compromised.

rosypaul@yahco.in 9

Business Account - Optional

Connecting a Business Account to your app is only required for certain products and permissions. You'll be asked to connect a Business
Account when you request access to those products and permissions

No Business Manager account selected

By proceeding, you agree to the Meta Platform Terms and Developer Policies. Previous Create app

Fig 4: Enter the Basic Details

Step 6: Re-enter the password of your account and click Submit.

Please Re-enter Your Password

’ : Rosy

For your security, you must re-enter your password to continue.

Password: «ssseseeeeees o

Forgot your password? Cancel

Fig 5: Re-enter Password
The app gets created, and its details page appears.

Add Phone number

Step 7: On the left-side menu, click the Add Product link, search for WhatsApp on the right-hand side,
and click Setup.

Q Metafor Developers Docs Tools Support My Apps
] serviceops - App ID: 814 22 App Mode: Development @  Live App type: Business Help
=
ﬁ Dashboard =) >
{q} Settings ~ Messenger Web Payments ThreatExchange
Gustomize the way you Interact with people on Accept in-app payments through Facebook's secure Share and learn about potential threats to help
App Roles - Messenger. payment system. everyone stay more secure.
g Alerts . Read Docs Setup Read Docs Setup Read Docs Setup
@ App Review ~
1
o O o ®
ety Lo Webhooks WhatsApp Facebook Login for Business
tivity Log
- Subscribe to changes and receive updates in real e A secure way for businesses 1o give your app
i= Activity Log time without calling the API. Integrate with WhatsApp permissions to access data.
3
Read Docs Setup Read Docs m Read Docs Setup

Fig 6: Setup WhatsApp
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The following Quickstart page appears. Create or select a Meta Business Account from the dropdown
and click Continue.

Q) Meta for Developers Docs  Tools  Support  MyApps

ServiceOps - App ID: 70 296 App Mode: Development @@ Live App type: Business @ Help

{2} Dashboard /ﬁ @
{Gb Settings v I

WhatsApp Business Platform API

App Roles v
#® Create or select a Meta Business Account
{3 Alerts v Motadata -
@ App Review “ &, You will receive a WhatsApp test phone number to send
messages to a maximum of 5 phone numbers.
Products Add Product = By continuing, you agree to the Facebook Terms for
WhatsApp Business and the Meta Hosting Terms for Cloud
Webhooks API

B A
Quickstart

Getting started

Fig 7: Select a Meta Business Account

Step 8: Next, on the left panel, navigate to WhatsApp > Getting Started page, scroll down to step 5,
and add a phone number using the Add phone number button. For more details, refer to the Phone

Numbers page.

MetaforDevelopers = App Dashboard Search developer documentation
X MetaforDevelopers = App - S y A €
oo a
ServiceOps - App ID: App Mode: Development @@ Live App type: Business @Help
a M oment-ypes appiicaciong json
-d "{ \"messaging product\": \"whatsapp\", \"to\": \"\", \"type\": \"template\", \"template\": { \"name\":
\"hello_world\", \"languege\": { \"code\": \"en_US\" } } }'

@J App Roles ~

‘ v
Q Alerts v

Run in Postman

@ App Review ~
products add Product Step 3: Configure webhooks to receive messages
Create a custom webhook URL or use services that help you setup an endpoint. Cenfigure webhooks.
Webhooks
WhatsApp ~ Step 4: Learn about the API and build your app
Quick Review the developer documentation to learn how to build your app and start sending messages. See documentation.
uickstart

Step 5: Add a phone number %

Configuration . .
To start sending messages to an;_( WhatsApp number, add a phone number. To manage your account information Add phone number
and phone number, see the Overview page.
Activity Log

1= Activity Log

Fig 8: Add Phone number

The following popup appears.

www.motadata.com | support@motadata.com o
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Step 9: Fill in the below details.

Fill in your business information X
Complete your business information to add your phone number.

Your business information =
This information is required for your Meta Business Account. It will not be shown on your WhatsApp Business profile
unless you add it on the next step or later in Settings.
Business name
Motadata 8/100

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

rosy@motadata.com

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.

https://www.motadata.com/|

Country

India v

+ Add Address (optional)

o -

Fig 9: Fill in the details

e Business Name: Enter the name of your business.

e Business Email: Enter the email address on which email will be sent for verification.

e Business website or profile page: Enter the URL of your website.

e Country: Select the country.

Once done, click Next.

Step 10: Create a WhatsApp business profile by entering the below details and click Next.

Create a WhatsApp Business profile X
Your profile information will be visible to people on WhatsApp.

WhatsApp Business Profile Display Name

Motadata

Timezone @

(GMT+05:30) Asia/Kolkata v
Category
Professional Services v

Business Description - Optional

Tell people about your business 0/512

o 0

www.motadata.com | support@motadata.com o
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Step 11: Add a phone number for WhatsApp that is not registered and select the method for
verification. You can verify your number either via a text message or phone call. Once done, click
Next, and the code will be sent on this number for verification.

Note: If the number is registered to an existing WhatsApp account, stay on this page, delete the

account associated with this number, and re-verify it after 3 minutes.

Add a phone number for WhatsApp X

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

IN +91 v | o o

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.

@® Textmessage Phone call

o -

Step 12: Verify the phone number using the code sent and click Next. The phone number gets added.

Fig 11: Add Phone number

Step 13: Next, move to step 1, and select the phone number which will be used for sending messages.
The dropdown displays the number added in the above steps. Once the number is selected, its

phone number ID appears as shown below.

= Search developer documentatior -
Q Meta forDevelopers = App Dashboard — o Sppor My A €
- Q
ServiceOps v App ID: App Mode: Development @ Live App type: Business (%) Help
| .
APP Roles e Send and receive messages
Q Alerts - Step 1: Select phone numbers
From
@ App Review - Send free messages with the provided test phone number. You can use your own phone number which is subject to limits and pricing. Learn
more.
Products Add Product n po v
Webhooks Phone number ID: 107 60 (D | Whatsapp Business Account ID: 10¢ ne ©
To
WhatsApp A
US+1 =  Phone number
Quickstart
Getting started Step 2: Send messages with the API
Configuration To send a test message, copy this command, paste it into Terminal, and press enter. To create your own message template, click here.
Activity Log
1 curl -i X POST ° k)
= Activity Log 2 https://graph.facebook.com/vi5.8/ /messages ~
= 3 -H 'Authorization: Bearer -

Fig 12: Select Phone number

www.motadata.com | support@motadata.com o
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Step 14: Copy the Phone number ID and paste it to ServiceOps as shown below.

Virtual Agent Admin Support Channel virtual Agent
Enabled

Chat Flow

Slack App Config Client Id*

Teams App Config
Phone Number ID*

Telegram App Config o e

Access ID*

Facebook Messenger App Config

WhatsApp Config

Fig 13: Paste the Copied Phone number ID

Generate Token

Step 156: To generate token, navigate to WhatsApp > Configuration > Permanent Token section, and

refer to the link, Learn how to create a permanent token. Here, you can create a token in two ways:

e System User access token created in the WhatsApp Business Accounts tab of the Business
Manager

e AUser Access token via Facebook Login.

Once the token is generated, copy and paste it into the Client ID field of ServiceOps.

Configure WhatsApp in ServiceOps

Step 16: In the ServiceOps Portal, navigate to the Admin > Support Channel > Virtual Agent > WhatsApp
Config tab.

Virtual Agent Admin - Support Channel . Virtual Agenll

Chat Flow Enabled
slack App Config Client Id*
EAAGKCTX3DOEB HOBMLTOfJfOVZCMEWNMBWVfivoc

Teams App Config
Phone Number ID*

Telegram App Config 107 3460

Facebook Messenger App Config

WhatsApp Config
cancel

Fig 14: WhatsApp Config page

p—

Enable the functionality.
Paste the Client ID (permanent token) copied from the Meta for Developers page in Step 15.
Paste the Phone number ID copied from Step 13.

ENEEA N

Enter the Access ID using which a connection will be established between the Facebook and
ServiceOps. The ID can be any text or combination of text and numbers. For example: Hello. Use
this same Access ID in the Verify token field while editing the Webhook Callback URL.

5. Once done, click Update.

www.motadata.com | support@motadata.com o
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Configure Webhook

Step 17: In the Meta for Developers page, navigate to WhatsApp > Configuration menu, and click Edit.

= Search developer documentatior -
Q Metafor Developers = App Dashboard Docs Tools S y
Q
Eﬂ ServiceOps - App ID: App Mode: Development @ Live App type: Business (?) Help
E_E App Roles X R
Quickstart > Configuration
£\ Aerts v
Webhook @
) 3
@ App Review v Callback URL Verify token =
No URL added No token added
Products Add Product
Webhooks Webhook fields Manage
No fields selected
L
WhatsApp A
Quickstart Permanent token
Getting started e Learn how to create a permanent token
| Configuration |
Activity Log Phone numbers Manage phone numbers
1= Activity Log You have 2 production numbers and 1 test number.

Fig 15: Configuration page

The Edit webhook’s callback URL popup appears. Enter the following:
e Callback URL: Enter the URL of the ServiceOps Portal. Use the below URL format:

{server URL}/api/public/whatsapp
 Verify token. Use the token entered in the Access ID field of ServiceOps (Step 16).

Once done, click Verify and Save.

Edit webhook's callback URL X
Callback URL

https:// /api/public/whatsapp
Verify token

hello

® Cancel Remove webhook ‘\

Fig 16: Edit Callback URL

www.motadata.com | support@motadata.com o
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Step 18: Next, click the Manage button to add Webhook fields.

Q) Meta for Developers

[ serviceops - App ID:

@‘] App Roles
Q Alerts ~

@ App Review ~

Products Add Product

Webhooks

WhatsApp ~
Quickstart
Getting started
Configuration

Activity Log

:= Activity Log

= App Dashboard

motadata

per documentation
Docs

App Mode: Development @  Live App type: Business

Quickstart > Configuration

Webhook @

Callback URL
hitps://: pi/publi h

Verify token

Webhook fields
No fields selected

Permanent token

Learn how to create a permanent token

Phone numbers

You have 1 production number and 1 test number.

Edit

Manage phone numbers

Fig 17: Manage Webhook fields

The following popup appears. Select the messages field, Subscribe, and click Done.

Webhook fields

account_review_update
account_update
business_capability_update

message_template_status_update

messages

phone_number_name_update

Test version Subscription version

Fig 18: Subscribe messages field

www.motadata.com | support@motadata.com
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Step 19: In the WhatsApp, search for the phone number added, type Hi, and a welcome message

appears. You can then start your conversation with the bot as shown below.

540 8 B @ 4t al il @

(—. Motadata

You can select option or type question
536 PM

i= Choose Action

Motadata
You can select option or type question

Open Request 538 PM W/

Request
[INC-2](https://space.serviceops.ai
/support-portal/request/2)
Subject: Wifi not working
Description: —

Request
[INC-3](https:/space.serviceops.ai
/support-portal/request/3)

Subject: Hi

Description; — 538 PM

Is this help full?
i= Choose Action

Motadata
1s this help full? |

YeS  s3gpmw/

Thank you for using virtual agent .,y

® Message AN o]

Fig 19: WhatsApp Conversation

www.motadata.com | support@motadata.com o
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Prerequisites

e ServiceOps hosted on a public URL

e SSL Certificate enabled

e Chat support should be enabled in the ServiceOps Portal

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

e Valid WhatsApp account

Applicable Version

This functionality is applicable from version 7.8 and above.

Create App

To create a WhatsApp Messaging App using Twilio, follow the below steps:
Step 1: Install WhatsApp from the Google Play Store and create an account.

Step 2: Login or register to Twilio by entering the Email Address and Password.

Login

Email

rosy. Change emai

Password

Forgot password?

Fig 20: Login Page

www.motadata.com | support@motadata.com 0
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Step 3: Click the account link at the top-left corner of the screen. For first-time users, click the link My
first Twilio account below.

Console

® R T MR RE i 51550 Upgrade Account v Biling v () Rosy ~

Develop Monitor

Ahoy Rosy, welcome to Twilio!

» # Phone Numbers

» 0 Messaging Get a Twilio phone number

Many of our products require a Twilio phone number. While your account is in trial, you can get one free
USA or Canadian phone number ft

Get a Twilio phone number
&

To get local phone numbers outside of the USA or Canada, you may need to upgrade your account and
meet regulatory requirements. Read the regulatory

Explore Products +

ry requirement [2

Skip >
@ Docs and Support

« + Account Info + Helpful links

Fig 21: Click the link

Step 4: In the Account Info section, copy the Account SID (Client ID) and Auth Token (Password).

Console

® My, first Twilio account [ 3 Account v Biing v () Rosy v

Develop Monitor Skip >

s # Phone Numbers ¥ Account Info * Helpful links
» [J Messaging Account SID How does Twilio work? [4

ACOf742 0 Understand how to use Twilio in a 2-minute video.
EEE s + Auth Token AP| documentation [2

O] | Show Learn the basics of Twilio APIs

A\ Always store your token securely to protect your account. Learn Support help center [4
more [3

Troubleshoot common issues.

You are on a trial account. You can only send messages and make calls to

verified phone numbers. Learn more about your trial account [4

& Docs and Support

e :@: Refer a Friend

Fig 22: Account Info

www.motadata.com | support@motadata.com O



WhatsApp Integration with ServiceOps 0000,

19-Dec-22 'ta d a'ta

Using Facebook or Twilio mo

Step 5: In ServiceOps,

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

3. Paste the copied Client ID and Password from the above point.

Messaging App Admin . SupportChannel - Messaging App
T Enabled e
elegram
1 [ ]
WhatsApp I Client ID*
ACex

Facebook Messenger
Password*

Client Number *

Client Numbe

Update Cancel

Fig 23: Paste the copied Client ID and Password

Step 6: In Twilio, navigate to Messaging > Try It Out > Send a WhatsApp message page. Then, activate
your sandbox by agreeing and clicking Confirm, as shown below.

Console

Account v  BIil v R
® My first Twilio account | 2 Trial: $15.50 Upgrade Account Billing @f

Develop Monitor

:

Overview,
2

Get Set Up

Activate Your Sandbox

With the Twilio Sandbox for WhatsApp, you can access a shared WhatsApp phone
number, pre-approved for Twilio developers. Try out the API using your Sandbox, and
send and receive WhatsApp messages.
Send an S

To setup your Sandbox, you must agree to WhatsApp's Terms of Service

: Go Back @

| agree. Show me my Sandbox.

Services

s §

& Docs and Support

«

Fig 24: Activate your Sandbox

The following screen appears.

www.motadata.com | support@motadata.com o
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Console
@ My first Twilio account | 2 Account Billing v @Rosy v
Learn: Twilio Sandbox for WhatsApp

Develop Monitor

1. Set Up Your Testing Sandbox

v [] Messaging
To send messages with WhatsApp in production, WhatsApp has to formally approve your

Overview account. But, that doesn't mean you have to wait to start building. Twilio Sandbox for
WhatsApp lets you test your app in a developer environment.
v Tryitout
To begin testing, connect to your sandbox by sending a WhatsApp message from your =
Get Set Up device to e +1415523 8886 }Nl(h codeljoin cake-particular| If WhatsApp is installed P
Send an SMS on this device, you can click here
Send a Note: Sandbox is not intended for production usage. Sandbox sessions expire after 3 days.
WhatsApp
message n
Services SIEg s 2. e

& Docs and Support : ve received the confirmatior

«

Fig 25: Client Number and Code

Step 7: Save the above-provided number and send the code via WhatsApp, as shown below.

318 & 5 S G@wsal a0

<@ Twilio

Today

@ This business works with c
this chat. Tap to |

companies to manage
N more.

join cake-particular -, oy

Twilio Sandbox: (g You are all set! The

sandbox can now send/receive messages
from whatsapp:+14155238886. Reply
stop to leave the sandbox any time.

send the code

(&) Message > O g

Fig 26: Send the Code

Once the code is sent and received in Twilio, your phone number gets linked to the sandbox, and a

confirmation message appears.

www.motadata.com | support@motadata.com o
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Step 8: Copy the Twilio phone number and paste it into the ServiceOps Client Number field.

Admin Support Channel Messaging App

Messaging App

. Enabled
elegram
WhatsApp client ID*
ACe
Facebook Messenger
Password*®

Client Number *

+14155238886

ks

Fig 27: Copy Client Number

Once done, click Update, and a confirmation message appears.

Step 9: In Twilio, navigate to Messaging > Settings > WhatsApp Sandbox Settings page. Change the
base URL link in the “When a Message Comes In” field (4).

Syntax of URL: https://{server URL}/api/public/whatsapp/readMessage

Sample URL: https://dummy.com/api/public/whatsapp/readMessage

Console
® Account v Biling » (@) Rosy +|

My, first Twilio account | & Trial: $15.50 Upgrade

Develop Monitor @ Reach customers with the WhatsApp Business APl and Studio for free. Qualified new accounts get a 90-day trial. Get started here.

p ¢ U Twilio Sandbox for WhatsApp

Numbers
v LI Messaging | Sandbox Configuralion|
Overview To send and receive messages from the Sandbax ta your Application, configureaaur endpoint URLs. Learn more (3
> Tryitout o
L https:i) HTTP Post
Services -
STATUS CALLBACK UR TTP Pos
)Sender TATUS CALLBACK URL HTTP Post
.
Sandbox Participants
General

Invite your friends to your Sandbox. Ask them to send a WhatsApp message to (# +1 415 523 BBSS with code join cake-particular
Log archives

Geo permissions 3 USERID
WhatsApp whatsapp:+9194
sandbox settings

Channels
Learn more about Templates [3

Add-ons+*Beta Sandbox Message Templates

Use these templates to send messages in your Sandbox outside of the 24-hour window.

Explore Products +

MESSAGE
Your {{1}} code is {{2}}
¢ Docs and Support
Your appointrent is coming up on {{13} at {{2}}

Your {{13} order of {23} has shipped and should be delivered on {{3}}. Details: {{41}

ﬁ conee

Fig 28: Change the Base URL

Once done, click Save (5), and the app gets created.

www.motadata.com | support@motadata.com o
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Step 10: In the WhatsApp Twilio chat, type Hi, and a welcome message appears, as shown below.

@t 46l al @ 380 O
<@ Twilio
April 13,2022 Please Select an Action
@ This business works with other companies to manage 1: Add Reply to Current Ticket
this chat. Tap to leam more. 2: Create New Ticket
3: Select Ticket to Add Reply
join cake-particular -,y 4: My Ticket
5: Cancel 433PM
Twilio Sandbox: ( You are all set! The
sandbox can now send/receive messages Create New Ticket ;43 py ./
from whatsapp:+14155238886. Reply
stop to leave the sandbox any time. Ticket Created(INC-18) 450y

317 PM
My Ticket 43pm v

Hi 430pm v
Select Action
Welcome +9194 P
1: Add Reply to Current Ticket
Create ticket 20y 2: Create New Ticket
3: Select Ticket to Add Reply
Select Action 4: My Ticket
5: Cancel 433PM
1: Add Reply to Current Ticket
2: Create New Ticket 3 4aapmw
3: Select Ticket to Add Reply
4: My Ticket Select Ticket
5: Cancel 432PM
1:INC18
My ticket ;2354 2: Cancel 434PM

1 saapmw

Your Message was added to the ticket
INC-18

4:34PM

© Message v 8 oJ ® Message Ao o

Fig 29: WhatsApp Conversation

You can now reply with the necessary action and get the desired response.
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