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01. Overview
• Overview 
• Teams Interface 
• Inbox and Ticketing Channel 
• Supported Message Types 
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Overview 

01 / Overview
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Microsoft Teams is a business communication platform developed by Microsoft, as part of 
the Microsoft 365 family of products, which is beneficial in organising live chat request 

from various platform, including but not limited to WhatsApp, Facebook Messages, 
WeChat, Signal, etc. 

Keep track with ALL 
incoming conversation

 Jump in the chat 
anytime 

Multiple agents in single 
platform
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Teams 
Interface 

• Teams organises 
conversations under your 
team, and into dedicated 
spaces called channels.  

• Each conversation from 
users will be displayed as 
thread. Each user will 
have his/her own thread. 

Channel

Team

Thread

01 / Overview
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Inbox and 
Ticketing 
Channel 

Inbox Channel

Ticketing Channel

• Inbox channel display all messages from users and chatbots.  

• Agents can check client’s interaction with chat bot or other agents in the inbox 
channel.  

• One user will only have one thread on the inbox channel.

• Only live chat request, by chatbot or commands, will be transferred to ticketing channels. 

• Businesses can create multiple ticketing channels for different usage, for example 
different departments. 

• Each live chat request will be displayed as a new thread on the ticketing channel.

01 / Overview
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Supported 
Message 
Types 

Text Image File

01 / Overview
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Supported 
Message 
Types 

Carousel Button WhatsApp Reply Button

01 / Overview
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Supported 
Message 
Types 

WhatsApp List Message WhatsApp Contact WhatsApp Location

01 / Overview
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02. Deployment and 
Installation
• Subscription from Azure Marketplace 
• Installation
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02. Deployment and Installation
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Purchase on 
Azure 
Marketplace 

Only 1 subscription is allowed per organisation (tenant). The organisation purchasing 
the solution must be the same as the one purchasing the Microsoft Teams license. 
The person purchasing this solution must be the admin of the organisation. 

Purchase the solution 
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Resource  
Set Up 

Stella Teams Inbox

Fill in your organisation name

Please fill in “Stella Teams Inbox”

Please fill in “Stella Teams Inbox”

Select the plan

Select “On” to allow auto-payment 
to Microsoft

02. Deployment and Installation
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Subscribe the 
service 

02. Deployment and Installation
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Account 
Configuration 

02. Deployment and Installation
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Account 
Configuration 

Login Microsoft with an 
admin account

02. Deployment and Installation
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Account 
Configuration 

Permission granting

02. Deployment and Installation
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Account 
Configuration 

You have successfully purchased Stella Teams Inbox! All subscription details are listed 
on the website. You will be redirected to the installation guide to proceed.

02. Deployment and Installation
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Installation Visit {{URL}} if you are not redirected. 
The installation package should be downloaded automatically.

02. Deployment and Installation
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Installation 
On your Microsoft Teams, select App, click “Upload a customised app” and choose 
“Upload for my org” . This action will require admin right to Microsoft Teams in your 
organization.

02. Deployment and Installation
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Installation Select “Build for your org” and find App “Stella-Teams Inbox Integration.

02. Deployment and Installation
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Installation Select the channel that you would like to use Teams Inbox.

02. Deployment and Installation
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Installation 

02. Deployment and Installation

You will see the New 
Setup Card on the 
connected Teams 
channel. Click the button 
to continue.
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Setup 

02. Deployment and Installation

Setup default inbox channel

Tree ID on Stella

The WhatsApp WABA ID and Namespace can be 
defined here as fallback for WhatsApp Channels.

Fill in all the necessary information. Click Set Inbox to proceed.
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Stella 
Authorisation 

02. Deployment and Installation

You will be redirected to the Stella OAuth site. Login your Stella account and select 
your organisation. 
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Stella 
Authorisation 

02. Deployment and Installation

Add a new channel or select an existing channel to serve as a client-facing channel.
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Ticketing 
Channel Setup 

02. Deployment and Installation Type “#setup” to set a ticketing channel to receive live chat request. If your agents will 
initiate live chat, set the inbox channel as live chat channel as well. 
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Ticketing 
Channel Setup 

02. Deployment and Installation

Result returned provides the list of available live chat channels with their recognized 
name and the name of current live chat channel is bolded.  
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• Inbox Bot Configuration  
• Channel Management 
• Default Messages

03. Teams Set up 
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03 / Teams Set up

29

Inbox Bot 
Configuration  

Authorised users can access the Inbox Bot configurations and update its 
configurations. A single admin account is created for the Inbox Bot, no privilege 
systems or additional account can be created for Inbox Bot configurations.  
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Inbox Bot 
Configuration  

Inbox Configuration page allows admins to check and refresh Stella access token, 
update inbox settings, and update Inbox Bot admin username and password. 

03 / Teams Set up



2021 © Sanuker Inc. Limited 31

Inbox Bot 
Configuration  
• Inbox Settings

Under Inbox Settings, you can define: 

• Whether agents can resume an ended live chat session with client within 24 
hours;  

• Whether commands send to inbox bot to be included in conversation history; 
• Enabling conversation history file download link in Teams; 
• Mark incoming messages from clients with their name or id in every messages; 
• Number of messages to be shown when the live chat session is transferred to 

another channel. 

03 / Teams Set up
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Inbox Bot 
Configuration  
• Admin Settings By default, the username is “admin” and the password is “admin”.  

It is a shared account for users to configure the Inbox Bot, there is no other 
account settings or privilege granting to other users for Teams Inbox Bot.  

03 / Teams Set up
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Channel 
Management  

Channel Management page allows admins to configure Inbox Bot default settings, 
inbox mappings and recognized live chat channels on Teams. 

03 / Teams Set up
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Channel 
Management  
• Default Settings

Any new channel is integrated but without any 
definition on inbox mapping will be assigned to the 
default inbox channel.

The template tree defines the bot message 
tree to be used for sending pre-written 
messages from Stella.

The WhatsApp WABA ID and Namespace can 
be defined here as fallback for WhatsApp 
Channels. 

03 / Teams Set up
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Channel 
Management  
• Channel Inbox Settings

Messages from different Stella channels are relayed to corresponding Teams inbox 
channels according to the settings of inbox mapping. Admins can also use this to map Stella 
channels to specific Teams channel or add new channel integrations manually.  

03 / Teams Set up
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Channel 
Management  
• Recognized Channel

Recognized Channels lists all known available live chat channels on Teams. Admins can 
change recognized channel name for live chat channels, or add new recognized live chat 
channel using channel URL.  

03 / Teams Set up
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Channel 
Management  
• Default Messages

Default Messages page allows admins to update default chat messages sent to clients upon 
live chat requests, end live chats, resume live chats and live chat session transfer to other 
channels. Toggle live chat, end live chat and resume live chat messages MUST NOT be blank.  

03 / Teams Set up
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• Toggle On/Off Live Chat 
• Send Response 
• Request Help from Agents 
• Add Tags 
• Send Template Messages

04. Functionality
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Toggle On/Off 
Live Chat 

04 / Functionality

39

Live chat can be toggled on by agents manually with command: 
“#Toggle_Livechat” 

You will see the system message if the live chat is toggled on successfully. The 
message will identify which ticketing channel the ticket is sent to.
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Toggle On/Off 
Live Chat 

40

Agents can also transfer an opened ticket by command: “#Transfer”. Chatbot will 
ask which ticketing channel the agent would like to transfer to ticket.

You will see the system message if the live chat is transferred successfully. The 
message will identify which ticketing channel the ticket is sent to.

04 / Functionality
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Toggle On/Off 
Live Chat 

41

Ticket summary will be sent to the 
transferred ticketing channel. 
Agents can view the full 
conversation history on Stella with 
the “Goto Conversation History” 
button.

04 / Functionality
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Toggle On/Off 
Live Chat 

42

Live chat can be toggled off by agents manually with command: “#End_Livechat” 

You will see the system message if the live chat is toggled off successfully.

04 / Functionality
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Send 
Response 

43

Agents can send text messages to users by adding @<bot name> as prefix or 
suffix to their messages.  

Agents can send files to users by command: “#Upload_File” with the file download 
URL following the command.  

04 / Functionality
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Request Help 
from Agents 

44

Agents can request help from other agents on by directly @<other agent> on text 
box. Messages without notifying the bot WILL NOT be sent to the users.

04 / Functionality
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Add Tags 

45

Agents can add a tag to user in inbox or during an active live chat session by bot 
command: “#Add_Tag”, with the tag following the command.

You will see the system message if the tag is added successfully.

The tag will be visible on Teams and Stella.  
However, it must be removed via Stella member page.  

04 / Functionality
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Send 
Template 
Messages 

46

Agents can send 2 types of Template Messages on Teams - Pre-written Chatbot 
Messages and WhatsApp Template Messages.

A template tree is set up on Stella for agents to set up the messages. Agents can 
use command: “#Send_Template_Message” to send the Pre-written Chatbot 
Messages. 

The name of the nodes will be shown 
for agents to choose the appropriate 
message to send.

04 / Functionality
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Send 
Template 
Messages 

47

Agents will be able to send WhatsApp Template Messages on Teams directly with 
command: “#Send_WhatsApp_Templates”.

All available template messages will be displayed as buttons.

All WhatsApp Template Messages must be submitted on Stella.  
Only approved template messages will be shown on Teams. 

04 / Functionality



2021 © Sanuker Inc. Limited

Send 
Template 
Messages 

48

Select the language you would like to send. Only approved languages will be 
displayed.

Fill in the parameters on the template 
messages.

04 / Functionality
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05. Dashboard



2021 © Sanuker Inc. Limited

Dashboard 

05 / Dashboard

50

The Teams Dashboard contains 4 components:

 

Connect Channel Assignment Status Agents Statistics Channel Integration
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Dashboard 
• Connect Channel

51

Connect Channel page is used by the dashboard to do first time channel 
integration for Teams Inbox. 

Users can create a new 
Web Chat channel to 
integrate the Teams Inbox 
by choosing “Add New 
Channel” and type channel 
name in the text box.  

Users chooses a channel 
on Stella to be integrated 
with the Teams Inbox by 
choosing “Select Existing 
Channel”, and choose the 
channel in dropdown 
menu.

05 / Dashboard
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Dashboard 
• Assignment Status

52

The Assignment pages shows live chat assignment tickets to users.  

• Active Assignment: Shows all currently unprocessed or processing live chat 
tickets; 

• Completed Assignment: Shows past records of completed live chat 
assignments. 

05 / Dashboard
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Dashboard 
• Active Assignment

53

New Live Chat Request will trigger a notification to show in the Active 
Assignment page. Agents can press on the notification to refresh the page in 
order to see new live chat requests.

05 / Dashboard
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Dashboard 
• Active Assignment

54

New pending live chat will be shown on the left-hand side of the dashboard after 
pressing the notification. Click the ticket to check details.

05 / Dashboard
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Dashboard 
• Active Assignment
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Click the Pick button to pick the ticket. Picked ticket will moved to Processing. 
Click GO TO THREAD to access the ticket on Teams.

05 / Dashboard
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Dashboard 
• Completed Assignment

Completed Assignment page shows completed live chat requests. Click the ticket 
to check details.

56

05 / Dashboard
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Dashboard 
• Agents Statistics
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Agent page shows agents’ statistics on live chats. 

05 / Dashboard
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Dashboard 
• Agents Statistics

58

Channel Integration page lists all channels available from the Stella App selected. 
It provides information on which channels are connected with Teams Inbox and 
allows users to one-click connect channels.  

05 / Dashboard
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Support hotline (Reply within 24-hour) 
support@stellabot.com 
Direct support (Business hour) 
angel@sanuker.com 

mailto:support@stellabot.com
mailto:angel@sanuker.com

