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Slack Integration with Puzzel Case Management

To Integrate Slack into Puzzel Case Management, you need to:

1. Click on your Slack workspace name at the top-left-hand side and navigate to Settings & administration -> Manage
apps to open the Slack app directory.

PCM integration ~ @ ¥ Trial -

ages About
PCM integration —_—

pcmintegrationuslack.com

T 80 days left to view full history

On the free version of Slack, messages and
files sent mare than 90 days ago will be
hidden, See subscriptions

Invite people to PCM integration

Create a channel

Preferences

Settings & administration » Settings

Workspace settings
Tools i Customise PCM integration

Add workspaces . Edit workspace details

. Administration
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Manage apps

Get the mobile app
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Sign out of PCM integration |

2. Click on Build in the top menu bar to open the Slack api window.
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3. Click on button and select From Scratch. Give your app a suitable name, select the appropriate
workspace and click Create App button.

4. Click on Incoming Webhooks box and toggle Activate Incoming Webhooks option to ON. Click on Add hew Webhook
to Workspace.
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Basic Information Activate Incoming Webhooks ® [ on @]

Collaborators Incoming webhooks are a simple way to post messages from external sources into Slack.

Socket Mode They make use of normal HTTP requests with a JSOM payload, which includes the

Install App message and a few other optional details. You can include message attachments to

Manage Distribution display richly-formatted messages.

Features Adding incoming webhooks requires a bot user. If your app doesn't have a bot user, we'll
add one for you.

App Home

Orig Level Apps Each time your app is installed, a new Webhook URL will be generated

Incoming Webhooks If you deactivate incoming webhooks, rew Webhook URLs will not be generated when

Interactivity & Shortcuts your app is installed to your team, If you'd like to remove access to existing Webhook

Slash Commands URLs. you will need to Revake All OAuth Tokens.

Workflow Steps

Odrth & Permissions

St Scbeotions Webhook URLSs for Your Workspace

User ID Translation

To dispatch messages with your webhook URL, send your message in JSOM as the body
App Manifest wew of N application/json POST request.

Beta Features
Add this webhook to your workspace below to activate this curl example.

Submit to App
Directory Sample curl request to post to a channel:
Rivview & Subrmit curl -X POST -H “Contemt-type: application/jsem’ --data °(“text™:"Hello, World!™)"

VOUR_WDRHOCK_URL_MERE

Give feedback

Webhook URL Channel Added By
Slack w
Help Mo webhooks have been added yvet
Contact
Policies Add New Webhook to Waorkspace e
Our Blog

5. Select a channel where the messages should be posted to and clickAllow.

w=|

Slack PCM integration is requesting permission
to access the PCM integration Slack workspace

Where should Slack PCM integration post?

# Slack PCM integration requires a channel to post to as an
app

1t pcmeintegration '

= -

6. A new Webhook URL will be generated. Copy the url to the clipboard to use it in Puzzel Case Management.

Webhook URL Channe| Added By

javanthi kumar ol

httpshooks slack com/services’| Copy #pomeintegration Cict 4, 2023

o]

Auid Mew Webhook fo Workspace:

7. In Puzzel Case Management, click on Settings -> Integrations -> Outbound Integrations -> Webhooks. Click orNew
Webhook and copy the URL from Slack into the URL bar. Give your Webhook a name, make suredMethod is set to
POST, and Authenticates via is set to None. ClickSave.
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slack integration

URL#*

httpsi/fhooks.slack.com/services/TO44B2U05DW/BO43MBUENKC/aghble

Name*

slack integration

Method *

L L]

POST

Authenticates Via*

L1

MNone

Custom headers

Name Value *

o UG

8. Create your Schema: Settings -> Integrations -> Outbound Integrations -> Schemas. Then click “New Schema”. Give
your Schema a Name, Content Type: JSON. Content should be written in the following format:

Schema Details

Wame

Test schema

{

"text": "Hello, Customer: {{customer:name}} has an escalated case requiring your attention. Link:
https://example.logicalware.com/tickets/{{ticket:ticket_ref}}"

}

9. Create an Event Rule condition to trigger your webhook by navigating to Settings -> Productivity -> Event Rules.
Learn more about creating Event rules here.

Example use case

As a supervisor, | would like an alert in Slack channel when an agent assigns a case directly to me. This will help me
navigate to Puzzel Case Management through the link provided in Slack.

In the above example, | would create an event rule with a condition which looks as shown below. In the ‘Rule Actions’, select
the webhook and the schema which should be used when the conditions of my rule are met.

In the above example, | would create an event rule with a condition which looks as shown below. In the ‘Rule Actions’,
select the webhook and the schema which should be used when the conditions of my rule are met.
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Rule Conditions

el | of the folowng oo

Ticket Event s is equal 1o = User Changed s ¥ Ranowa
= Akl conaition

A notification will be sent to a slack channel if a ticket is assigned to you as shown in the image below.

» Channels
Q This is the very beginning of the # pcm-integration channel
pem-integration This channel is for everything #pcm-integration. Hold meetings, share docs and make decisions together with your team. Edit description

random 2+ Add people

Friday, 23 September ~
jayanthikumar 1012
joined #pcm-integration,

jayanthi.kumar 1014
added an integration to this channel: Trial

Trial apP 10:21
Hello, Customer: has an escalated case requiring your attention. Link: https:/product.logicalware.com/tickets/75 @

-
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