m. tadata

Line Integration with ServiceOps

Motadata ServiceOps



Line Integration with ServiceOps

11-Nov-24

Motadata ServiceOps

Contents

1. Overview
2. Applicable Version
3. Prerequisites

4. Procedure

41

4.2.
43.
4.4.

45.
4.6.

mot

adata

Create Line Business ID

Create a New Provider

Create a Messaging APl Channel

Creating a Line Official Account

Configure Line in ServiceOps

Download the Line App

www.motadata.com | support@motadata.com



Line Integration with ServiceOps YY)
1-Nov-24 o® o

Motadata ServiceOps m Otada.ta

1. Overview

LINE is a widely-used mobile messaging platform designed for seamless
communication across devices. By integrating the ServiceOps Virtual Agent within
LINE, users can streamline their IT service management workflows, such as incident
creation and request management, directly from the app. This integration allows
users to easily submit, track, and review service requests without needing to log into
the ServiceOps Support Portal or navigate through the chat agent on the portal

interface, offering a more convenient and efficient support experience.

2. Applicable Version

This functionality is applicable from version 8.5.2 onwards.

3. Prerequisites

e ServiceOps hosted on a public URL

e SSL Certificate enabled

e The Base URL in ServiceOps should be the same as the portal URL
e Chat support should be enabled in the ServiceOps Portal

¢ Valid Line Official account

e Developer account to use Line Developers Console

e Messaging APl Channel

www.motadata.com | support@motadata.com 3
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4. Procedure

4.1. Create Line Business ID

1. Open the Line Business ID signup page. If you already have a Line Business
Account, login to the portal directly. If you do not have, click on the Create an

account link. Here, a new account is created.

Go back

LINE Business ID

Log in with LINE account

or

Log in with business account

[Notice] Enabling two-step verification for LINE
Business ID (Effective Sep 3, 2024)

Create an account

By logging in to LINE Business ID, you agree to the Terms of Use.

® About LINE Business ID

Fig 1: Login Page

2. The following page appears. Click Sign up with email link.

LINE Business ID

Sign up with LINE account

Sign up with email

Already have an account?

By signing up and using LINE Business ID, you agree to the Terms
of Use.

@ About LINE Business ID

English ~

Fig 2: Sign Up

www.motadata.com | support@motadata.com 4 o
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3. Enter a valid email address using which you can sign up. Once entered, click

Send signup link.

LINE Business ID

Enter your email address and we'll send youa
link to sign up.

Email address

rosy.cordeiro ‘
Send signup link

Already have an account?

By signing up and using LINE Business ID, you agree 10 the Terms
of Use.

Fig 3: Signup with Email

4. The signup link is sent to the entered email address as shown below.

Outlook Q_ search

| =  Home View Help

- . W38 0O+ ¢ v & & ~ v [Quicksteps + S Read/Unread O~ FE~ £ O~ B+ @ - .
5 — < - @ “ > | © B3

. - Favorites Inbox W = 10 LINE<noreply@linecarp.com B “ &« ~ @
- To: Rosy Cordeiro Tue 29-0ct-24 11:32 AM

B> Sent Items LINE - o . )
6 D Y . Jink for L 1132 AM @ some content in this message has been blocked because the sender isn't in your Safe senders list.

- ‘our signup link for LI... 11

77 Drafts Here's the link you need to sign . Trust sender  Show blocked content
v &3 Inbox 1

[#.LINE Business ID
- T Deleted ltems 10
Add favorite Here's the link you need ta sign up for LINE Business ID.
v Folders Press Continue in the next 24 hours to sign up.

Q Inbox 1

Z Drafts ’
If the button link doesn't work, copy and paste https://account line.biz/signuplemailfjoin?
E, Sent Items . token=PFx0-NACUciG21VQaTM4gelacal&redirectUri=https%3A%2F % 2F developers. li
ne.biz%2Fconsole%2F &internalRedirectUridscope= into your browser.
@ Deleted Items 10
. This email was sent to an email address registered to a LINE Business |D account.
£3 Junk Email If that sounds unfamiliar, it's possible your address was entered by mistake. In that cas

& pleasa dalate this amail

Fig 4: Signup Link
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5. Click Continue and the below registration form appears. Enter the name, password
and confirm password details. Enter the captcha and click Sign Up.

Back to login screen

LINE Business ID

Email address
rosy.cordeiro@motadata.com
Name

Rosy

Confirm new password

\/ I'm not a robot

Already have an account?

Fig 5: Create a Line Business ID

6. Verify the details and click Sign up again.

Back to login screen

LINE Business ID

Name

Rosy

Email address
rosy.cordeirc

Password

dkdkkd Ak

Fig 6: Confirmation

www.motadata.com | support@motadata.com 6 o
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7. The Line Developers Console page appears as shown below. Here, enter the
Developer name, your email address, accept the Line Developers Agreement, and

click Create my account.

LINE Developers About Mews Products Documentotion FAQ Glossary More & 0 e

Hi, Rosy! Well to the LINE Developers Console.

Enter your information and select "Create my account’.

You can still change your developer information later

Developername & Rosy

Your emall G Tosy.cordeir

I have read and agreed to the LINE Developers Agreement 7,

©L¥ Corporation

About LINE Devekopers site  Terms andpolicies  About rademarks B report form B

Fig 7: Line Developers Console

The Line Developers account will get created and the following home page

appears.

4.2.Create a New Provider

8. Here, create a new provider that will represent your organization.

LINE Developers About News Products Documentation FAQ Glossary  More e e
Console home TOP
Providers

to the LINE Developers Console!

Here, you'l find information and tools for connecting your technology 1o the LINE Platform, helping you build apps that connect people.
Prowder not found To get started, create a provider ta represent your company, yourself, or another entity that provides the apps and services you're working on,

Tools

Support

<D

Start by creating a provider Then, create a channel for each Lastly, enter the necessary
app you want to connect to the information to link your apps to
LINE Platform your channels, and start building!

Not sure where to start? Try reading our technical documentation!

Fig 8: Create a New Provider

www.motadata.com | support@motadata.com 7 o
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9. Click Create a new provider and the below popup appears. Enter the Provider name

and click Create. Here, Motadata is used.

Create a new provider

Provider name & Motadata

A provider is an individual developer, company, or organization that provides
services. For more details, see the documentation

Fig 9: Create a New Provider

4.3.Create a Messaging API Channel

"

10. In the Channel tab, select the channel type as “Create a Messaging APl channel”.

LINE Developers About News Products Documentation FAQ Glossary More e- @ f"‘“’
Console home TOP - Motadata
Providers
Motadata
Channels  Roles  Settings
Admin &

Motadats
This provider doesn't have any channels yet
Tools
To create one, choose a channel type below

Support

>/

Create a LINE Login channel

line.biz/console/c! ider=20039157698&typ... -

Fig 10: Create a Messaging APl Channel

www.motadata.com | support@motadata.com 8 o
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1. Next, click Create a Line Official Account.

LINE Developers About News Products Documentation FAQ  Glossary More 8- o e
Console home TOP - Create a new channel
Providers

Create a Messaging APl channel

Its nolanger possible 1o create Messaging AP| channels directly fram the LINE Developers Console.

Admin To create a Messaging AP channel, create a LINE Official Account using the Create a LINE Official Account button below, and then enable the use of the Messaging API on the LINE Official Account Manager

Motadate For more information, see Get started with the Massaging API © in the Messaging API documentation,

Create a LINE Official Account &

Tools

Support

& L¥ Corporation

AbOiLINE Developers st Terms andpolicies  Aboudt trademasks  Bug reportfor £ fmiystes e @ X

Fig 1: Create Line Official Account

12. The following screen will appear. Click Login in to continue using the same account.

If you want to use another account, click Log in to another account link.

LINE Business ID

Continue as

Rosy

ik G ik

Log in to another account
By logging in 1o LINE Business ID, you agree 1o the Terms of Use,

@ About LINE Business ID

Fig 12: Create Line Official Account

www.motadata.com | support@motadata.com 9 o
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13. Next, verify your account using text message.

Verify your account by text message

To create a new LINE official account using this LINE Business ID, text message
verification is required.

Your phone number for text message verification will only be used for the purpose of
identity verification and will not be publicized to your official account's friends or
elsewhere

Return to account list Verify by text message

Fig 13: Verification of Account

14. Enter a valid phone number on which the verification code will be sent.

LINE Business ID

To prevent unauthorized use of our services, we
conduct phone number account verification.

Please confirm you agree to the Handling of
Information Concerning Verification by Text Message
or Phone Call then enter your phone number and tap

"Send text message”.

India +91 v

90

Send text message

Tap here if you can't receive text messages

Fig 14: Enter Phone Number for Verification

LINE Business ID

Please enter the 6-digit verification code
sent to *HhAg7EY,

Valid until 10/29/2024, 12:22:34 PM

¢ 5o ‘

Verify using a different phone number

Fig 15: Enter the 6-digit code

www.motadata.com | support@motadata.com 10 o
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Go back Log out

LINE Business ID

Phone number verification completed
Redirecting you to the service you were using,

[ == |

Fig 16: Phone number verification Completed

Once the verification is done, the following Create a LINE official account page
appears.

4.4.Creating a Line Official Account

15. Enter the following company details:

e Account name: Enter the app name. This name will appear in the LINE app when
you add it as a friend.

¢ Email address: Enter the email address.

e« Company or owner’s country or region: Select the country or region to which the
owner belongs.

e Company name: Enter the company name.

e Industry: Select the industry related to your organization.

www.motadata.com | support@motadata.com 1 o
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Enter company info eck a t ] plete

Create a LINE official account

Login info
Username Rosy Log out
Service region India

Account info

Account name ServiceOps

Email address e rosy.cordeiro(

Company or owner's country or India

region

*@

Company name Motadata

Industry » Businesses and Organizations ~ Internet and Software

LINE Official Account Terms of Use

| agree to the above terms of use.

Fig 17: Enter Company Information

16. Once done, click Continue.

17. Review the details and click Submit.

er col r Check application f t plete

Confirm Info

Account info

Account name ServiceOps

Email address rosy.cordeirt

Company or owner's country or India

region

Company name Motadata

Industry Businesses and Organizations - Intenet and Software

Fig 18: Check Application Details

www.motadata.com | support@motadata.com
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Your LINE official account is ready.

o °

ck application Application complete

Your LINE official account is ready

The following information is included in your new account.
To access your new account, log in to LINE Official Account Manager.

Go to LINE Official Account Manager

Account info

Account name ServiceOps
Industry Busit and O izati * Internet and
Basic ID @293jiglg

FAQ

For help with common issues and questions, please use the link below.

https:/help2 line. me/official_account/web/

Fig 19: Application Complete

18. Click the Go to LINE Official Account Manager button. The following dialog boxes will
appear. Click Close.

[Important] Enabling two-step verification for LINE Business ID X

For enhanced security, two-step verification will be enabled by default for users who
have registered an email address with their LINE Business ID starting September 3,
2024. If you cannot receive the login code, you will not be able to log in, so please
verify your email address in advance. For more details, please check the following
URL.

https://www.linebiz.com/jp-en/news/line-official-account/20240829/

Close

Fig 20: 2-Step Verification

www.motadata.com | support@motadata.com 13 o
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19. Click Next.

Welcome! (1/2) X

We recommend you friend your new official account with your @ @
personal LINE account.

You can use your LINE account to chat with your official ac-
count, view its profile page, and see how users will experience
your account firsthand.

Fig 21: Recommendation

20. Click Gain Friends or Home screen.

Start by gathering friends (2/2)

Now that your LINE official account is ready, the next critical
step is to get some friends.

The more friends you have, the more effective your message
broadcasts will be. So, you should use multiple methods to pro-
mote your account.

Home screen EERLEILE

Fig 22: Add friends

21. Click Settings > Messaging APl and click the Enable Messaging API button.

LINE Siaa= O ServiceOps » ®293jiglg (Communication] R0 @ Chat: Off B O rosy @ Hep
1
Home Insights  Chats  Profile  LINEVOOM
£83 Settings -

Account settings Messaging API
Manage permissions . g AP :

What is Messaging API?
Response settings LINE Developers AP| documentation

- 2

Registered info

Status Disabled

[ Activity and billing -

Dashboard
Enable Messaging API
Menthly plan

Premium ID

Billing history

Payment method

© e menu abels Terms and poicis

Fig 23: Enable Messaging API

adata
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22. Select the provider and click Agree.

Select provider

Please select the company or person who operates this account.

A provider is an individual developer, company, or organization that manages
users’ personal information to offer various services.
More details at LINE Developers.

New provider

By tapping Agree below, you agree to the Messaging API Terms and Conditions of
Service.

2

Cancel Agree

Fig 24: Select Provider

23. If required, set the Privacy Policy and Terms of Use URLs. Click OK.

Privacy Policy and Terms of Use X

Please enter the Privacy Policy and Terms of Use for the provider. You can edit this
info later.

Privacy Policy 0

Terms of Use

Fig 25: Select Privacy Policy and Terms of Use (Optional)

24. The following confirmation dialog box will appear. Click OK.

Enabling Messaging API

You won't be able to change or unlink this provider once linked.

Enable Messaging AP with the following info?

Account name ServiceOps

Provider name
Matadata

Fig 26: Confirmation

www.motadata.com | support@motadata.com 15 o
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25. Next, set the Webhook URL and click Save.

Syntax: {serviceops_domain_name}/api/public/line
Example: https://techvortexserviceops.ai/api/public/line

LINE S O ServiceOps » @293jiglg 20 ® Chat:off Rosy (@ Help
Home Insights Chats Profile LINE VOOM Settings

81 Setlings -
Account setiings Messaging API

Manage permissions
What is Messaging API?
Response settings LINE Developers API documentatior

Status  Enabled
Registered info

[ Activity and billing = Channelinfo  Channel ID 2006512041 ‘ Copy ‘
Dashboard Channel secret 3eBfa6debbecTeccd6726771fd3bfede ‘ Copy ‘
Monthly plan

Webhaok URL https://techvortex.serviceops.ai/api/public/line
Premium ID
Billing history
Payment method

You can find more related settings in LINE Developers.

Fig 27: Set Webhook URL

26. Click the Chat feature on the top bar. By default is it off. Turn it on by clicking on it

and the Response settings page appears as shown below. Here, enable the Chat
and Webhooks options in the Toggle responses section.

LINEm:" . T 1
Home Insights Chats Profile LINE VOOM

Settings

&3 Settings =
Account settings Response settings
Manage permissions
Response settings

Toggle responses
Messaging AP

Registered info chat @0

[ Activity and billing -

Dashboard
Grestingmessage (D)

Monthly plan

Premium ID

Billing histary

Payment method

Chat response method
ide memy labels responsehours (D)
Fig 28: Enable Chat Feature

adata
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27. Next, open the LINE Developers Console page, select the required channel
(ServiceOps) and click the Messaging API tab. Here, set the Webhook URL and verify
it.

LINE Developers About News  Products Documentation FAQ  Glossary More @- o
Console home ToP Motadata ServiceOps. Messaging API
Providers
ServiceOps

@ = s

Basic settings | Messaging AP | LIF Securlty  Statistics

Messaging API settings

Admin

Taols

Support

Bot information

Bot basic ID @293)iglg B

QR code

Webhook settings

[ Webhook URL @ hitps://techvoriex serviceops.al/api/public/line ]

verity [

usewebhook @ (D)

Fig 29: Set Webhook URL in Messaging API Settings

28. Next, scroll down the page and issue the Channel access token. This token is used

as the Client id in the ServiceOps portal.

LINE Developers About MNews Products Documentation FAQ  Glossary  More @- o e
Console home TOP - Motadata - ServiceOps - Messaging AP
Editthe message text and other settings for these features in the LINE Officlal Account Manager

Allow bottojoin  Disabled
group chats (3

Auto-reply Enabled
messages ©

Greating messages  Enabled
Channel access token

Channel access token (long-lived) (0

Click to issue the token.

Use this token as the Client ID in ServiceOps

© LY Corporation

Aboul LINE Developers site  Terms and palicies  Aboutrademarks  Bug report form Famiystes @ X

Fig 30: Issue Access Token (Client ID)

www.motadata.com | support@motadata.com 17 o
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4.5.Configure Line in ServiceOps

29. Navigate to the ServiceOps Portal > Admin > Support Channel > Virtual Agent > Line

App Config tab.

e Enable the feature and enter the channel access token issued or generated
from the Developers Console in the Client Id field.

¢ Once doneg, click Update.

Virtual Agent

Support Channel - Virtual Agent

H2q6F2zqVHPzQ++OMp0es3LghKhWD+gwhY+nrSc52tUbL7PUHVZKFOPNIVYQPt

Line App Config

Fig 31: Configure Line in ServiceOps
4.6.Download the Line App

30. Download and install the Line app from your device's Google Play Store or App Store

and create an account.
31. Scan the QR code from the Line Developers portal > Messaging API tab to add the

Line Official account as a friend in your app.

LINE Developers About News Products Documentation FAQ Glossary More @- @ e
Console home ToP Motadata ServiceOps Messaging APl
Providers

ServiceOps

D = Messaging AP
Admin

Motadata Basic settings Messaging API LIFF Security Statistics

Tools

Messaging API settings
Support

Bot information

Bot basic ID @293jiglg B

QR code

Scan to add the Line Official Account as a
friend and use it as a Virtual Agent

Fig 32: Scan the QR Code

www.motadata.com | support@motadata.com 18 o
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32. Once added, you can start your conversation with the ServiceOps Virtual Agent as

shown below.

< " ServiceOps Q

Responses from operator

Tue, Oct 29

. Hi Rosy, nice to meet you!
Thanks for friending the Rosy
official account (¥)
We'll use this account to send you
our latest news from time to time
Keep an eye out for our next
message () O

. Welcome Rosy
‘ Sorry i didn't understand

You can select option or type
question

. Please Enter short Description

. Request Created
[INC-1](https://techvortex
_serviceops.ai/support-portal
[request/1)

Subject: Email is not working
Status: Open

ITSM
Tap here to open the link

o CIEI=D
+0 8 IR
Fig 33: Line App Conversation

www.motadata.com | support@motadata.com
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