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Video Tutorial
Overview

The CloudBlue Connect Helpdesk module allows utilizing helpdesk ticketing system and establishing communication model
between Partners to resolve issues or incidents. Although the Connect platform provides an intuitive and easy-to-use interface,
Partners might not always monitor their corresponding portals to check for case updates and new messages.

Thereby, the CloudBlue Connect platform offers a range of integration possibilities with third-party messaging systems (e.g.,
messengers or email services). By integrating the helpdesk module to such systems, Connect users can get notifications about
Case updates and directly receive new messages that were generated within a Case as schematically illustrated below:
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The Helpdesk module integrations can be implemented by using:

e Application Programming Interface
e Software Development Kits
e Integration platforms, such as:

o Flowgear

o Zapier

Integration Examples

The following examples showcase how to integrate the Helpdesk module to the aforementioned third-party messaging systems
by using the CloudBlue Connect application on the Zapier platform. Therefore, Connect users can receive:

e Email notifications about new generated Cases
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e New comments via an instant message system
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Make sure that the Connect application is included within the My Apps section of the Zapier platform. In case this application is
not included, create a new Zapier token by accessing the Integrations module on Connect. Thereafter, use your APl Key/Handle

to include the Connect application on Zapier.

Refer to the Extensions documentation to learn more about the Zapier platform.

New Case email notifications

This integration example demonstrates how to keep notifying corresponding agents about new generated Cases via emails. The
Microsoft Outlook email delivery service will be selected for this integration. Create a new Zap on the Zapier platform and follow

the guidelines below to create an email notification mechanism for new generated Cases.

Trigger

New: Share a copy of your Zap with anyone. Learn More

3% /' Name your zap share

w 1. New Case in CloudBlue Connect ©
Choose app & event
@ CloudBlue Connect Change

Trigger Event

“

New Case

|E| 2. Action
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New: Share a copy of your Zap with anyone. Learn More,

< 4% / Name your zap share

Trigger (7]
O 1. New Case in CloudBlue Connect o
o
v Choose app & event < [
o
Choose account
(]
CloudBlue Connect account: rrequires Manage connected accounts
e | CloudBlue Connect Front Street Inc. (VA-486-834) 3
@ CloudBlue Connect is a secure partner with Zapier. Your credentials are encrypted & can be removed at any_rime
|
+
2. Action
Bl | .
New: Share a copy of your Zap with anyone. Learn More
< 3 / Name your zap share
rigge! =
O3 1. New Case in CloudBlue Connect ° @
“ Choose app & event (.} o
[
“ Choose account @
-
Set up trigger o

Additional Filters
@ Cf & val v
n allows to add additional filters used to query for cases.

Amount Of Recards Per Batch Query 1

100

C Refresh fields

1. Fill out the app and event form as follows:
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e App: Choose the CloudBlue Connect application. Make sure that this application is connected within the MyApps section

on the Zapier platform.
e Trigger Event: Select New Case trigger event from the list.
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2. Next, the system asks you to choose your Connect account. Ensure that a correct account is selected and click Continue.
3. System asks you to specufy additional filters. Use these filters at your discretion to create a subset of cases.

Note that you can also test your created trigger after specifying your filters.

Action

Select a messaging system and specify required actions within the following forms. For this integration example, the MS Outlook
email delivery service will be selected and configured.

New: Share a copy of your Zap with anyone. Learn More

%#E / Name your zap share
]
. ew Lase In ou ue Connect
O3 1 NewcC CloudBlue C
[
|
+ [ ]
E+ ]
Action
aa 2. Send Email in Microsoft Outlook o o
Choose app & event
ﬂ-_l Microsoft Outlook Change

Action Event

>

send Email
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< 46 ~ Name your zap

w 1. New Case in CloudBlue Connect

Action
aa 2. Send Email in Microsoft Outlook
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New: Share a copy of your Zap with anyone. Learn More,

Share

s
e # 6 © ©

v Choose app & event @

Choose account

Microsoft Outlook account: (require Manage connected accounts

@2 Microsoft Outlook robertb@frontstreet.com :

soft Outlook

a secure partner with Zapier. Your credentials are encrypted & can be removed at any time.

1. Fill out your app and event as follows:

e App: Choose your email delivery

Actian
a@ 2. Send Email in Microsoft Outlook °

v Choose app & event @

“  Choose account @

Set up action

mike goldmill@mailinator. co

= 1. Event Created By Name: Robert Balboa

Bty Torma

B Ten s

oty

Helpdesk Case created by w 1. Event Created By Name: Robert Balboa

© Refresh fields

application.

e Action Event: Select Send Email action event from the list.
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2. The system asks you to choose your application account. Make sure that a correct account is selected and click Continue.

3. Specify required and additional fields within the Set up action form. Insert required data by using corresponding tags from
the list. For example, use the Event Created by Name tag to place a Case creator name, use the Subject tag to place your
Case name, and so on.

4. Test your specified action to finalize your Zap creation. As a result, an email should be successfully sent to your specified
email address.

Therefore, the helpdesk module will be integrated to your selected email delivery service. Once a new Case is generated, your
specified recipients receive an email notification.

Outlook

||E] = il Delete = Archive ) Junk v~ < Sweep J

¢~ Michael Goldmill

W

H Translate message to: Spanish | Never translate from: English

l Robert Balboa
o 5 £
@ Wed 2021-04-14 6:26 & o ) >

Te: Michael Geldmi

Helpdesk Case created by Robert Balboa

To: Mighty Mick's LLC

Title: Marketplace issues

Description: Can't access your specified marketplace.
Status: pending

Reply Forward

e @ B ¢

I

Receive comments via messengers

The following example demonstrate how to integrate the helpdesk module to instant message systems and receive comments
via messengers. Before configuring triggers and actions on the Zapier platform, it is necessary to create a messenger bot. The
Telegram instant messaging service will be selected for this integration example. Use the guidelines below to create a Telegram
bot and successfully configure the Helpdesk module integration on Zapier.

Bot Creation

Create a new bot on the Telegram messaging service as follows:
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legram BotFather

botfather

Global search

April 15, 2021

What can this bot do?

BotFather is the one bot to rule them all. Use it
o create new bot accounts and manage your
existing bots.

about Telegram bats
https://core.telegram.org/bots
Bot APT manual:

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

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

START

Robert
[newbot

12:23PM BotFather
Alright, a new bet. How are we going te call it? Please choose a

name for your bot.

*  Done! Congratulations on y...

Robert
ConnectHelpdesk

BotFather
Good. Now let's choose a username for your bot. Tt must end in
“bot”. Like this, for example: TetrisBot or tetris_bot.

Robert
ConnectHelpdeskBot

BotFather

Done! Congratulations on your new bot. You will find it at
t.me/ConnectHelpdeskBot. You can now add a description, about
section and profile picture far your bat, 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.

20 20 20

Use this token to access the HTTP APL:
123456789:your secured token
Keep your token secure and store it safely.
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= Telegram ConnectHelpdesk bot Q

BotFather
N ne gra

1. Access @BotFather from your created Telegram account.
2. Click the Start button to initiate your bot creation.
3. Use the /newbot command to create your new bot:

e Name your bot by sending a message with your required bot name.
e Choose a username for your bot. Note that your bot username should be unique and @BotFather can ask you to specify
another username.

4. When @BotFather provides a link to your bot, launch your bot by accessing the provided link and clicking the Start button.

Therefore, your bot will be successfully created and launched. Note that @BotFather also sends an access token (APl Key) of
your created bot. Since this token is crucial for the following operations, make sure to copy this token and keep it secured.

Bot Configuration

Configure your created Telegram bot so that it can provide generated Case comments to your selected recipients. Furthermore,
it is necessary to create a group and add there required recipients. Follow the steps below to configure your created bot.

1. Create a group on Telegram. Add your bot and required recipients as group members.
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.4 Telegram BotFather bot

Mew group

Contacts

Settings

Telegram FAQ

O® 4 D

About

20 20 20

Robert
[newbot

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

Robert
ConnectHelpdesk

BotFather

Good. Now let's choose a username for your bot. It must end in
bot’. Like this, for example: TetrisBot or tetris_bot.

Robert
ConnectHelpdeskBot

BotFather

Done! Congratulations on your new bot. You will find it at
t.me/ConnectHelpdeskBot. You can now add a description, about
section and profile picture far your bat, 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 access the HTTP AFL:

123456789: your secured token
Keep your token secure and store it safely.

o

b ave @ smn

CANCEL NEXT

2. Access your telegram chat ID via the following GET request:

https://api.telegram.org/bot<api key>/getUpdates

Use your bot API key that is received from @BotFather.
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Params e e Cookies

KEY VALUE DESCRIPTION s Bulk Edit

No Results

In case the provided request returns no results, make sure that your bot is added to your
created group. Furthermore, ensure that only one bot is presented there. If there are
several bots in your created group, the system could also return no results.

It is possible to use a web browser for this call. However, it is recommended to use Postman or other REST Clients to locate your
chat ID faster. Make sure to copy your chat ID and keep it secured.

Zapier Integration

Create a new Zap on the Zapier platform and integrate the Helpdesk module to the Telegram message system. Therefore, your
created bot will provide new Case comments to your created chat and added recipients. Follow guidelines below to successfully
integrate the Helpdesk module to Telegram.

Trigger

Configure your Zap trigger as follows:
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New: Share a copy of your Zap with anyone. Learn More,

< 3¢ ~ Comments Zap share

Trigger
w 1. New Case Comment in CloudBlue Connect

Choose app & event

e # 6 © ©

@ CloudBlue Connect Change

Trigger Event required|

New Case Comment v

!
!

|E| 2. Action

New: Share a copy of your Zap with anyone. Learn More

< %¢ ~ Name your zap share
Trigger (7]
O3 1. New Case in CloudBlue Connect °
o
~ Choose app & event L] (]
o
Choose account

L ]

CloudBlue Connect account: [requires Manage connected accounts

0 CloudBlue Connect Front Street Inc. (VA-486-834) -

CloudBlue Connect is a secure partner with Zapier. Your credentials are encrypted & can be removed at any time

-— 4 —

2. Action
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New: Share a copy of your Zap with anyone. Learn More,

-1:5 @ 1. New Case Comment Share

(]
]

v Choose account

Set up trigger

Case ld

CA-532-234-691

@ &+ 6 © ©

Additional Filters

w

Amount Of Records Per Batch Query

100

C Refresh fields

1. Fill out app and event trigger form:

e App: Select the CloudBlue Connect platform as your App Event. Make sure that this application is connected within the
MyApps section on the Zapier platform.
e Trigger Event: Select the New Case Comment event from the list.

2. The system asks you to specify your Connect account. Ensure that a correct account is selected and click Continue.

3. Paste your Connect Case ID to the Set up trigger form. Click Continue to test out your trigger and proceed to the Action
configuration.

o

Select Case with a comment

Make sure that your specified Case have at least one comment. Otherwise, Zapier will
display a corresponding error during your trigger test.

Action

Configure your Zap action as follows:
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New: Share a copy of your Zap with anyone. Learn More,

< 3¢ ~ Comments Zap

Action
f

“=|  2.posT

Choose app & event

Webhooks by Zapier

Action Event

POST

This is performed when the Zap runs.

Share

Change

ar

New: Share a copy of your Zap with anyone. Learn More

< ¥¢ ~ Comments Zap

Action

2.POST

&

“ Choose app & event

Set up action

URL

https://api.telegram.org/bot123456789:your secured token/sendMessage

Payload Type
Json
_______ PR i - "
Data
parser markdown
text @ 1. Text: This is a generic comment
chat_id -347570536

© Ingram Micro, Inc. All Rights Reserved.
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Wrap Request In Array @

No

File B

Enter text or insert datz

Unflatten @

Basic Auth

Enter tex

Headers

[x]

Test action

% > "a || Send Request to Webhooks by Zapier

Search request data..

URL: https://api.telegram.org/bo

Payload Type: Json
Data:
parser: markdown

text: This is a generic comme

chat_id: -347570536
Wrap Request In Array: no
File:

Unflatten: yes
Basic Auth:
Headers:

File:
Basic Auth:

Headers:

|E| Test & Review

1. Fill out app and event action form:

Documentation E' Modules E' Helpdesk E' Helpdesk Module Integrations

New: Share a copy of your Zap with anyone. Learn More.

2. POST Share

e & 6 & ©

New: Share a copy of your Zap with anyone. Learn More

2. POST Share

Skip Test -

t123456789:your secured token/sendMessage

e & 6 © ©

e App: Select Webhooks by Zapier from the application list.

e Action Event: Choose the POST request fr

om the provided list.
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2. Set up your Zap action via the following form:

e URL: Paste the following URL into this field - https://api.telegram.org/bot<api key>/sendMessage
e Payload Type: Select JSON payload type.
e Data: Specify additional data fields as presented below:

o parser: Add the following parser - markdown

o text: Insert the Text tag into this field.

o chat_id: Paste your acquired chat ID.

3. Test your specified action to finalize your Zap creation. As a result, your created bot should send a Case comment to your
Telegram group.

Therefore, the Helpdesk module integration to an instant message service will be successfully completed. Your created bot will
provide your Telegram group with new generated Case comments.

— Telegram tutorial 22 members

Case Comments S2LM
ConnectHelpdesk: This is a ...

ConnectHelpDesk

You: [start

BotFather

Unrecognized command. Sa.
b g

CA

Robert Balboa group «Case Comments:

ConnectHelpdesk
This is a generic Case comment on the CloudBlue Connect

platform. Thank you for following this tutorial. Have a wonderful
day!

be8aVvea smn
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