a0
7sfzendesk

LOVE YOUR HELP DESK

Zendesk® User's Guide

Last update: January 31, 2012

Anton de Young, Zendesk Inc.



2 | Zendesk User's Guide | Introduction



Notice

Copyright and trademark notice

© Copyright 2009-2012 Zendesk, Inc. All rights reserved.
Zendesk® User's Guide

The information in this document is furnished for informational use only, is subject to change
without notice, and should not be construed as a commitment by Zendesk, Inc. Zendesk, Inc.
assumes no responsibility or liability for any errors or inaccuracies that may appear in this
document. The software described in this document is furnished under license and may only be used
or copied in accordance with the terms of such license.

Zendesk is aregistered trademark of Zendesk, Inc. All other trademarks are the property of their
respective owners.

Zendesk - 989 Market St, Ste 300 - San Francisco - CA 94103 - USA

www.zendesk.com


http://www.zendesk.com

4 | Zendesk User's Guide | Copyright and trademark notice



Zendesk User's Guide | TOC | 5

Contents

Preface: Welcome to the Zendesk User's Guide........cocoeveevveenieenene Xiii
Chapter 1: Zendesk gloSSary......cccccveveeiiieesee e 15
Chapter 2: Help desk DaSsiCS.......cccviieeiiiiieeseeeee e 27
Understanding help desk USEr FOIES..... ..ot e eae 28
ENC-USEY'S, OF CUSIOMENS......ccuiiieiiiieistee sttt sttt et 28

Agents, adminS, @CCOUNT OWNES.......c..ciuiieiuirieriereereeeesesiessesiesse e steseessesseseesessesseeseeneas 28

User references in DUSINESS TUIES..........ooiiiiiicreee e 30

ADbout OrganiZationS @Nd GIOUPDS. ........covereeererieruerereetesiesieseesteseeseesseeesesseesessessessessesaessessesseseens 31
Organizations and groups defiNed...........coci i e 31

ENd-users and OrganiZations...........coeeuereieiiinienie e sre e bbb e 31

AQENES BNA GIOUDS.....veveeereiteiereeseeeeeeeesessessesaesbesaessesbesbeseessessesee e eneene et eseesesaessesseseeses 32

HOW groups SUPPOrt OFgaNi ZAIONS........cceerererteriereestesie st seeeesee e e sae e saeseesaeseesbeseeseens 33

How to use your organizations and groUPS.........ccoeeerererierieseeseeseseesesseesessessesessessessens 33

Admin and agent roles for users, groups, and organizations..........cc.ccvererereereeieereeenn 34

Streamlining the help desk WOIKFIOW. ........ccoririri e 35

Ticket handling SNOMTCULS..........cooiiirireie et e 35

Triggering actions when tickets are created or updated.............ccoovereieieieinicnicneneen, 36

Using time to streamling WOrKFIOW............ooiiiiiiiiee e s 38

Using ticket events to notify external targetS..........coevevereiereeceeerereeese e 39

Using tags to manage WOrKFIOW. ........c.coorririiieee e 39

About searching the help desK..........o e 40
SECUNLY DESE PrACICES. .. evete ettt b e bbbt e seenean 43

1. INCrease PaSSWOIT SECUMTY.......ciuiirereieerierte e seeee e ee st sbe st b e b b see e e eeneeneeneas 43

2. Never give out user names, email addresses, or PassWords...........ccoeeerereereeieeienenne 43

3. Limit the number of agents with administrator aCCESS.........covererereeiieierceeerere e 44

4. Routinely audit your Zendesk 8CCOUNL...........ccuererierierererestesie e seeeesee e e sneenes 44

5. Remotely authenticate users with SINgle SIgN-0N........c.oiereenereinineeeeee e 44

6. Restrict access to your help desk using 1P restriCtions..........cooeeeeereerenenenesenie s 45
7. Turn SSL 0N fOF YOUF @CCOUNL..........ccueiiereeeeireeeeterien ettt e 45

Chapter 3: Managing PEOPIE.......ccovriieeriereee e 47
Adding aNd MAENAGJING USEI'S......coueiriiirririeierietereeteseeiesieieste s bbb s s s s e s saesessesessenessenes 48
AAAING ENO-USES.....cecvieeiireet ettt se bbbt na e naens 48

AAAING BOENES......oeeetieitereete et e b e st se et s b et sb et b e b 48

AdiNG BAMINS......cuiii ettt 49

Promoting an agent to the admin rol€.........ccoeiieiiini s 50

Assigning an admin tO 8CCOUNE OWNEN.........corueuirieuirieerieiereeerieeseee s seenes 50

How end-users add themselves to the help desK.........ccverininnirr e 50

Editing and dElEliNg USE'S.......coiveuiriririeirieerieeste sttt sbe e 51

Multiple email addresses for USEr @CCOUNLS.........cccoieriririririeese e 51

Merging a user's dupliCate BCCOUNT...........cceveerieerieirteeseere ettt 51

ASSUMING 8 USEN ...ttt sttt sttt b et eb e bt bbb b ettt e st st e et e s eb e s bentenas 52



6 | Zendesk User's Guide | TOC

SUSPENAING @ USEN ...ttt sttt bt bbb e e b e ee e e e e neeae et eaeebesaesaesbesbeseens 53

Bulk importing users and Organi ZatiONS............ccocceererererere e sre e 54
Limitations of bulk importing users and organizations...........cceeeeeeereenerieniesene e 54
Creating the CSV organization data fil..........cooeeiririe e 54
Importing the CSV organization data file...........cooriririiniiene e 55
Creating the CSV USer data file.......cuoieeeee e 55
Importing the CSV uSer data fil€........ccoiiieeee e 57
Creating, managing, and USING GIOUDS........ceuerutauerteruerueriereeseaseessessessessessessessessessessessesssnssssneens 59
Editing and deleting grOUPS.........coeiereeieieee ettt 59
PaXo (o 1 glo J=To 7= 01 KSR (o] | (U] o= RTPR 59
ASSIGNING tICKELS 10 GIrOUPS. ... .euvieeeeeeieee ettt sttt s sb e s s 60

USING groups iN DUSINESS FUIES.........coiiiiiiiisie et s 60
Creating views and reportS DY grOUD........coooeeeeeereeerere e ene s 63
Creating, managing, and USING Organi ZaiONS..........ccccurererererere e see e seesee e see e s e 65
Automatically adding users to organizations based on their email domain.................... 65
Mapping @ group t0 an Organi ZatiON..........c.ceuereereeerere et see e e e e e se e eneas 65
Shared organization fOr @NO-USEIS.........coiiiririie et 66
Editing and deleting organi Zations............ccceoeerererenene e 66
Manually adding USers t0 Organi Zations............ccceeeererereneresiesiesie e saens 66
Restricting an agent t0 0Ne Organi ZatiON...........coeruereerieriereerieee e 67
Creating views and reports by organization.............cocoeveriieneneceiccencecse e 67
Adding tags to USers and Organi ZatiONS............ceuerueriereerieireeeerese st se e e e sae e 69
Enabling user and organization tagQing.........coceeeereeeererierenere e sie e e e enens 70
o (o ] a0 B = LU 70
Managing user and OrganiZation TagS.........cceerererierereriesese et s see s 71

User and organization tags in BUSINESS FUIES........cooiiierieiiee e 71

User and organization tag placeholders....... ..o iiiiieienenereeeeee e 72
Limiting access to forums with user and organi zation tagsS.........ccooevereereerereereeeeieenenn 72
Searching for user and organiZation ta0S.........coueererererere e 73
Creating agent diSplay NAMES.........coiiiiiiiie et s b e 74
Chapter 4: Tickets and channels..........coccooeiiiiiinne e 75
ADOUL tICKEL TIEIAS.... vt bbb e e 76
Adding and using cuStOmM tiCKet fIElaS........ooeiiiiiiec s 80
Organizing drop-down liSt OPLIONS........ccieerieerieirieereesie e 82
CUStom FIeldS AN LAGS.....coveverieeirieirie e 83
Sharing tickets between Zendesk help desKS........ooiiiinnirnnee e 85
Setting up aticket sharing a0rEEMENT..........ooi e 86
ShAITNG 8 LICKEL......cvieieeeeie bbb e 87
UNSharing @ tICKEL........ccoiuiiiie e e 88
Opting out of @l ShariNg INVITES........ccoiriiiirire e 89
Deactivating a Sharing agrEeMENE..........coureirieerieerieese e e 89
Referring to shared tickets in bUSINESS FUIES..........cooiiricincree e 89
SEtiNg UP ZENAESK VOICE....c.eiuiiiiiriiirteetereete ettt enes 91
Voice tria, subscription, and BilliNg..........coovriiririnieninirrre e 91
Getting started, selecting a telephone NUMDET...........ooiirini e 91
Enabling the voice channel and configuring the general settings..........cocveeeverereenen. 93
SEleCting VOICE GIrEEIINGS. .....civiertieeierieierie st 94

Using the call activity dashboard..........c.coevierninnienie e 95
RevVIiewing Call NISLOMY.........cociiiiiiiniee bbb s 96
Testing YOour VOICE ChaNNEL.........ooiiiieiree ettt s 97
Setting up business rules to track and manage voice tiCKEtS.......cccovevvevvcerieveienenenens 98



Zendesk User's Guide | TOC | 7

USING ZENAESK VOICE ...ttt et ettt s b et et et se e e e e 100
The incoming call workflow: how live calls and voicemails become tickets............... 100
Merging tickets when a new call is about an existing ticket............coooeveieieicinenne 105
Searching for VOICE tICKELS.......c.uiiiiiiee e 106

Chapter 5: Streamlining the help desk workflow..........cccccenennene, 107

Creating ticket handling ShOrtCUtS With MaCroS..........ccuvveirieineiriere s 108
Zendesk Macros t0 et YOU SLArEA........c.evereeririerirerereneee e 108
CrEaliNg MACIOS. ... citiietireete sttt sttt sttt sttt sttt b e st b et se bbb bbb 108
Creating macros from existing tiCKELS...........evireireererrre s 110
APPIYING MECIOS 10 TICKELS......cveviieeiriei s 111
Editing and ClONING MECIOS.........oouruiriririeerieereeree e 111
Deleting and deactivating MaCIOS.........couviriririrereiereere s 112

OrganiZing YOUF IMECIOS......ueuvrteerrereetereetessesessesessesessesessasesseeesessesessesessesessesessesessessssenessensesenes 113
Reordering the list Of MaCIOS.........cuveireirie e 113

Streamlining workflow with ticket updates and tHggErS........covereireerererereer s 114
Zendesk triggers to get YOU SEAre........ov e 115
CrEaliNg IHIOUEIS. . veueiveertitet ettt sttt b et b et b et bene 116
REOIAENTNG TGOS .. ettt et st st s b e st 122
Editing and CloNiNG trIgOErS.......cureiriiireerieerees et 122
Deleting and deactivating triggerS..... .ot 123

Streamlining workflow with time-based events and automations............c.ccvveereeernrerenenienes 124
Creating QUEOMELTIONS.........cc.eiiiieirieeee ettt ettt et 125
Editing and cloning aUtOMBLiONS.........cccveireriiineee e seere e 130
Reordering YOur QUEOMELIONS...........c.cvuieirieirieinieinienee e 131
Deleting and deactivating aUtOMELiONS..........coueervieriirerineeeriee e 131

USING PlACENOIAENS.......ceeeiieiee bbb et s b e s b e st 132
Placeholders for CUSIOM fIEldS.........ouviiriiriee s 132

USING TBOS. ettt st st sttt sttt sttt b et b et b e st b e e b e sb bbbt st e bbbt sttt 134
AUtOMELIC tiICKEL TAJJING. e v evereetereeterieieriee sttt b e be e 134
Setting tagging OPLIONS.........cviieirieriereee ettt s eb e s ebe e 135
Manually adding tags to tickets and forum tOPICS........cvevverererereereeeeee e 135
DEIELING TOS. .. vt reevereetereei ettt bbbt b e st ebe et 136
ANAIYZING 180 ACHIVITY....coviiiiieriieeee e 136
Creating views based on tags and tag SELS........cccverrirriineerere s 136
Searching for tiCKEtS DY ta0S.......coirriree e 137
Using tags in macros, triggers, and automationS..........cooveereereerieeneeesieeseeseseeeenes 137

FIIEring DUSINESS TUIES........cuiiiieieeie ettt st 139
Sorting shared MACrOS AN VIEWS.......ccccirieiirieiirieirieesieeseeesiee st ssenes 139
SOrting MacroS DY CALEGONY......ccciriirieiriee e e 140

NOLITYING EXIEINA TAIGELS. ... e ittt bbb e s 141
SEING UP @ TAIGEL ...ttt e 141
ManNagiNng YOUI tAITELS.......ceiveuirieiriee ettt sttt sttt sttt sttt 142
Using targets in automations and triggeErS.......eeveereereneneneee st 143

Chapter 6: Views, reporting, and performance...........cccecceeveeeunene. 145

Using views to manage ticket WOrKfIOW..........cc.ooveiriiinie i 146
F N (o g0 IR T TS 149
Editing and ClONING VIBWS........cccviiiieisese et sre et snens 153
Deleting and deactivating VIEWS........ccecvieiieniierie et s 153
REOIAENING VIBWS.....ccuiiiiciecieiie sttt ettt e et sre st st sre st et e s e e e s ese e e eneenenneens 153

Adding the Ticket VIeWS WIAQEL..........coeivevieieieececeeese e 154



8 | Zendesk User's Guide | TOC

Monitoring ticket activity and agent performance with reports..........c.cooevevereiencieinceneenens 155
Zendesk reports to get YOU STAred.......o.o e 156

(01 L To T (= o o] o £ OSSR 157
EXPOITING FEPOMS.. ..ttt ettt b e e ae b b sae e e 159
Editing and ClONING FEPOMS.......ouiieeieercecre et 161

(D12 L= (] alo I = o4 (SRR 161

Using customer SatiSfaction FaliNgS.........coverereereeriereeeeerese st s 162
Logging in not required tO rate tiCKELS........ooiiererereeere e 162
AQENtS CANNOL Fae TICKELS.......ceiiiiieeeetcre e e e 163
SeNding the SUNVEY FEQUESL........cc.oieeeeeeeeeeeet ettt sttt e e e 163

Use atrigger instead of the automation............ccceoeeeeineninene e 163

How agents receive the satisfaction rating feedback............cooooviviiiiiiiiiie 164
Enabling customer Satisfaction Fating...........ccooeeererirenieneriese e 165
Request customer satisfaction rating automation.............ccoereeeeeierrenieneneneeere e 165
Customer satisfaction rating placeholders.........ooveereriririen e 166
Creating customer satisfaction FEPOIS........coivereririererie e e 167
ANAYZING FOrUM BCHVITY ..ottt s 170
How Statistics are CAlCUIAEd..........ccoiveirieiieereese e 171

How you can use forum activity StatiStCS.......ccoveereririne e 172
Chapter 7. Configuring and using your email channdl.................... 173
Getting started with email iN ZendesK.........ccoveireireiiee e 174
Forward email to Zendesk from external email addresses..........cooeevevvenrinncnieeneene 174

Use your own email domain for incoming and outgoing email............ccccoeeevvecnieennen 175
Change the email addresses used in outgoing email notifications............c.ccceveereennee 175
Customize your email teMPIaLES..........ccuveireirieererere e 178
System generated registration and welcome email MeSSages........covvevereeeeerereeenens 178

Email messages generated by bBUSINESS FUIES..........oocivieinennenee e 179

AQENE EMAEIL SELHINGS.....v vttt st 179

Use email domains to control access to your help deSK.......covvvevreneeneenccniecnieens 179

USe eMail 10 MBNAGE USE'S.....c.civiereiietiieierieesie sttt 179
Multiple email addreSS SUPPOIT...........couruiiriierieereie et 180
Suspended tickets and SPam eMail..........covirrinrieree s 180
Forwarding email from other email ProVidersS.........coooereiereirenerere s 181
Check your suspended view for forwarding verification email..........c.ccoocvvevervenenenne. 181

Using an external email OMaiN...... ..o 182
Forward your incoming support mail to ZendeSK..........couvvirerereieneieneneseeseese e 182

Allow Zendesk to send outgoing mail on behalf of your email domain..................... 182
Update the default reply email address in ZendesK..........cvvvvvvveneniereseeseeneereeeeennes 183
Personalized email replies with external default email reply addresses..........c.ccceveeee 184
Changing the default reply email address...... ... s 185
Setting up email Pass throUGN...........cociiiii bbb 187
Enabling personalized email repliesS..... ..o e 189
Using the whitelist and blacklist to control access to your help desK.........ccveevierniirnicnineene. 191
Whitelist and blacklist usage eXamples..........cocoveireinenni e 192
Marking tickets as spam and SUSPENAING USE'S.........ccuveerererierirenieenieeseeeseeeseeeseenes 193
Managing SUSPENAEd tICKELS.........o.eiiiiiieiee e s 194
Reasons why tickets get SUSPENdEd..........ccoveeriirieirieinee e 194
Viewing sUSPENded tiCKELS.........cociiiiriiriceee e 195
Deleting or recovering suspended tiCKELS.........coeereiiernienne e 196
Setting up suspended ticket NOLITICALTIONS.........cccoeiriirere e 196
Customizing your email tEMPIALES.........cccireirieiriere e 198

1< o (< TR 198



Zendesk User's Guide | TOC | 9

N = OSSOSOV 199
Editing the HTML temMPIate..........ccoiiririreieeere e 199
Editing the text email temMPlae...... ..o 202
Editing the text in the mail delimiter and supporting other languages...........c.ccccceuee.e. 203
Setting up an email-only NelP deSK........oiiiiiiieee e 206
Updating end-user settings to create an open help desK.........ooeoevecincnenincneee, 207
Modifying the email HTML temMplate.........cccoooririniiiiene e 208
Removing help desk URLS from notification triggers..........ccoeevererenereesieieniesesenene 209

Hiding end-user access links in the Web portal...........ccooveveieieieinineeccne e 209
Chapter 8: Searching the help desK.........ccoeiiriiniiiiereeeen, 211
Zendesk SEArCh FEfEIENCE. ... cci e e sre e saesrenaennens 212
AND / OR SEAICNES......ccuicieiereesieeseeeeeees st s se et e e eseesesseesessessessesrenaesnens 212
SEAICN OPEIELEOIS....c.veeeteieeteiete ettt sttt sttt b et se et se et se bbb nee s nbeneas 213
Searching for properties that have NO dataL.........cccoeereerinrenree s 214

USING the tyPe KEYWOI........coviiiiiiieetireetese et 214
SEArChING DY GALE......cceiieeiieeee bbb 215
Searchable ticket property KEYWOIdS............couveereinieiriennes e 215
Searchable user property KEYWOITS..........coveireerieirieisenesie ettt 217
Searchable organization property KEYWOrdS..........ouveereireineereeneeseeeseeseeeens 218
Searchable group property KEYWOITS..........ccucveirieirieerieierieesie e 219
Searching Users, groups, and Organi ZaLiONS............cveuerreerieerieresienese st st seere s sesse e seenens 220
The user and type KEYWOIS........c.ccoeiiiiieeneese e 220
SEAMCNING USEI'S....cviuiitiistiietee ettt ettt bbbttt b e e 221
Searching for users by email domain............ccoereninninni e 222
SEAMCIING GIOUPS. ... eeveeeterieterieiestei ettt ettt sttt bbb e b s bt eneneens 222
Searching OrgaNiZALIONS...........ccuvuiiriieriereer et 223
SEAMCIING TICKELS. ..ottt b e 224
Searching tiCKEL USEr FOIES.......couiiiiiirs e 226
Searching CUSIOM FIEIAS.......couiiriiieee st 227
Ordering and sorting ticket SEarch reSUILS.........coererrereinee s 227
Chapter 9: Customizing and extending your help desk................... 229
Using Liquid markup to customize comments and email notifications............ccccceevevvrieneennnnn. 230
A brief introduction to Liquid MarkUp..........cceceeeeeieieneneseseseseeeeese e s 230

Using Liquid markup in ZeNndeSK..........ccuveeeeireiisese e siesesieseessesae e seesessese e ssesneens 231
Zendesk data object (placeholders) referenCe.........ccovvvieieiciese e 234
USEE QLB ... vttt bbbtk b et 234

(@707 a11= (o] [o - r- 1SS 235

THCKEL TAEAL. ... eeveeereee bbb 236
COMMENT TBEAL. ..ttt b bbbt 237
SatiSfaCtion rating Aafal........cceeeieieieece e 238
Setting up anonymous ticket submissions with Zendesk for Wordpress...........ccoceeeeeveeeennne. 239
Setting up remote authentication for WordPreSS..........cccceieieerieiesiereeeeeeeeee et 241
Setting up and using the Zendesk for Wordpress plugin...........ccoceeeeevevesesiesieseeseseeseeseesenes 243
Installing the Zendesk for Wordpress plugin........ccccceeeeeeeesesesesiese s 243
Configuring the plugin SEHINGS........ccciviiiiiiie e e 243
Submitting a request from the dashboard.............cccceveveieicicccc e, 246

USING the tiCKEt WIAQEL........ccueieieeceeeeeeee et s 246

Converting a blog post comment into atiCket...........ccocovveieveieiesecceeee e, 248



10 | Zendesk User's Guide | TOC

Chapter 10: Supporting multiple languages..........ccccevvrvirenneenienne 249
Configuring your help desk for your locale and language...........ccovvererereseneeneeceeesiese e 250
Setting your help desk time zone and fOrMEL..........ccoovreereinennenree e 250
Trandating system-generated new user email notifications...........ccceeveveevveereercsnneene 251
Adding translated text to the agent SIgNALUE..........ocvveirirneneeneee e 251
Tranglating the text in the default automations, Macros, triggers.........ccoveeerererenennen. 252
Configuring your Web portal to support your 1anguage............ccoveeveeeneienencnenesienenne 252
Creating a Feedback Tab in a different language..........oooveerreneneinenereseseeieee 254
Disabling Keyboard SNOMCULS...........ccviiriiiriiirireeere s 256
Configuring your help desk to support multiple [angUagES..........c.oovveereieneienecenees e 258
Selecting the languages You Want t0 SUPPOIt.........c.coeerererenenerenieresieresre st seeieseeieneas 258
Setting and detecting a USEr'S [aNQUAJE...........ccervrerieenieeniee e 260
Setting Your DUSINESS NOUIS........cciiiiiieiet e 260
Displaying forum content based on [angUagE............ccevrerrerreneenee e 261

Using a requester's language in your BUSINESS FUIES..........ccoveerieerienniirese s 262
Providing multiple language support with dynamic Content.............coceoeverrenniennienneneenene 266
Creating dyNamiC CONEENL.........curueirieirieirieriee et 267
Managing the tranglation of your dynamic CONEN...........ccoveerriereienieieneesee e 273

USiNG YOUr dYNAMIC CONENE.........civeuirieeireeeirieiesieerieesiese e seebe s se e ss e b e nes 273
Exporting and importing dynamiC CONLENL..........ccveirerrerne e 275
Exporting dynamic content for translation............c.coceeeereeneenenenesesesees 275
Importing the tranglated CSV filES.......coiviiiiirrere e 276
Chapter 11: Zendesk ENterprise.....cocvceeieecceeseeeieesee e 277
Advanced ticket sharing with Zendesk ENtErPriSe........ccovvveieeesieseseseseseeseesee e eseanens 278
CUSIOM BOENTE TOIES......ecueeeicicece ettt sttt s r et e e e e e eneese e e eneerennens 280
Creating agent TOIES........ciiiieceeeceeeeeee e et eer e resaesresresrenrens 280
Assigning ENterprise agent FOIES.......cocv it 283
Archiving email NOLITICAHONS..........cceiieieieiee et e 285
Restricting access t0 YOUr NEIP AESK.......cviiiieiiiiiecese ettt 286
Setting up to manage multiple brand help deskS.........cccoeveieercec e 287
Step 1: Contact Zendesk to set up help desk accounts.........ccccvevevveveccse e, 288
Step 2: Set up the ticket sharing agreemMeNts........cccccvevvceeecese v s 288

Step 3: Create the ticket sharing triggers for each branded help desk............cccceeuneee. 289

Step 4: Disable business rules in the branded help desk that notify agents................. 290

Step 5: Create business rules for tracking and managing shared tickets...................... 291

How the user experience and workflow are affected..........c.ccvvvvevieveiecccieccececeieee 292
ANAlYZING YOUr DUSINESS FUIES........cecieiieiieiete ettt st sa e e e eneas 293
Chapter 12: CSS COOKDOOK.........cccviiiiiiirienieeee e 295
How to customize the help desk USING CSS.......cooiiiiiinie e 296
Adding a global CSS WIGEL..........ciiririiiieiee e 296
Inspecting the help desk page elements...... ..o 297

INEXE SLEPIS. ..t ieeeee ettt sttt ae et e e e bt e e e eae e e e sae e e e sae et e saeenbesae e besanenbenananes 298
Setting the page width and removing the page border.............cooviiiii e 299
BEFOIE.....eeee ettt b bbb e e e 299

AN = OSSR PTT VTSP 299

CSS COUR......e vttt ettt sttt ettt ae bt s b e b e b b et e bese e st et e e e e e neeseeneeneeaenaas 299

Replacing the header 1000 and title...........cooiiiiiiiiin s 301



Zendesk User's Guide | TOC | 11

B Ottt 301
F N 1 (= SO OSSOSO PR 301
CSS COUE.......eteuiiteiste ettt ettt bt bbb st b et b e b e st e re e n e 301
CustomiZing the PaAgE TOOLEN........cccoe it sb e b see s 304
B Ottt 304
F N 1 (= SO OSSOSO PR 304
S COUR.......eteititeeetee ettt bbbttt b et b et b e b et et s re e nene 304
Customizing the tOP MENU DEX..........oiiiieieeee e e ene s 306
Anatomy Of the MENU DI ..o e e 306
B Ottt 307
F N 1 (= SO OSSOSO PR 307
€SS COUR.......eteititeiete ettt ettt b et et b et b et b et b e e b n st et r e n e 307
Changing the content area background COIO...........ccoi i 310
B O ..ttt bbb 310
F N 1 (= SO OSSOSO PR 311
€SS COUR.......eteititeiete ettt ettt b et et b et b et b et b e e b n st et r e n e 311
Changing the font settings of the main CoNtent @rea...........cocoovveierere e 312
B O ..ttt bbb 312
F N 1 (= SO OSSOSO PR 312
€SS COUR.......eteititeiete ettt ettt b et et b et b et b et b e e b n st et r e n e 312
Formatting the forum content NEadINGS..........covieiiiiriiiiee e 314
B 0T ..ttt et 314
F N (= SO SO PP PR 314
€SS COUR.......eteuiiteietee ettt ettt b et b e e b e b e b et et s r e n e 314
Customizing the tiCKetS taDIE..........coiiiii e e 316
B O ...ttt e e et 316
F N (= SO SO PP PR 317
€SS COUR.......eteuiiteietee ettt ettt b et b e e b e b e b et et s r e n e 317
CUStOMIZING the SIAEDAN........eeeeeeeeie bbb e 318
B O ...ttt e e et 318
F N (= SO SO PP PR 319
€SS COUR.......eteuiiteietee ettt ettt b et b e e b e b e b et et s r e n e 319
Customizing the alert MESSAZE Dar..........coii i e 321
B O ...ttt e e et 321
F N (= SO SO PP PR 321
€SS COUR......ceteititeeete ettt et ettt b et b et b et b et b e b et r et r e n e 321
Change the color of the Views drop-0OWN MENU...........ccoiiereienieeree e 322
B O ...ttt e e et 322
F N (= SO SO PP PR 322
€SS COUR......ceteititeeete ettt et ettt b et b et b et b et b e b et r et r e n e 323



12 | Zendesk User's Guide | TOC



Preface

Welcome to the Zendesk User's Guide

The Zendesk User's Guide describes how to set up, manage, and customize your help desk. It is
intended for Zendesk account owners and administrators, and also agents with access permissionsto
the administrative features of Zendesk.

Note: This guide does not yet contain descriptions of al of the Zendesk features. Itisawork in
progress. If you can't find the information you're looking for, search the Zendesk Support forums.

e Zendesk glossary

* Help desk basics

* Managing people

» Tickets and channels

e Seamlining the help desk workflow

* Views, reporting, and performance

« Configuring and using your email channel
e Searching the help desk

e Customizing and extending your help desk
e Supporting multiple languages

e Zendesk Enterprise

* CSS Cookbook


http://support.zendesk.com
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Chapter
1

Zendesk glossary

The glossary describes the key concepts and terminology used throughout Zendesk and is a good
place to get started learning how to use the help desk.

Administrator

Administrators are agents with additional privileges to manage and customize the help desk.
Administrators can be assigned tickets like agents but they may also do the following:

» Accessal tickets (not just the tickets they are assigned to)

» Create new business rules (automations, macros, SLA service targets, triggers, views)

» Access and edit all help desk business rules (automations, macros, SLA service targets,
triggers, views)

» Access and edit al help desk extensions (widgets, targets, etc.)

» Create reports

» Edit al reports

» Access settings pages (account, security, channels, etc.)

» Access al forums with moderator privileges

* Add and manage end-users, agents, and admins

» Promote agents to the admin role

» Create groups and organizations

» Assume another user's identity

Advisor

Thisis aZendesk Enterprise agent role. Advisors manage the workflow and configure the help
desk. They create or manage shared automations, macros, triggers, and views. They also set up
the service level agreements, channels, and extensions. Advisors don't solve tickets, they can
only make private comments. For more information, see Custom agent roles.

Agent

Agents are the bulk of the help desk support staff. They are assigned tickets and interact with
customers as needed to resolve support issues. The agent's role and privileges in the help desk
are defined by administrators and may include the following:

» May be added to more than one group (must be added to at |east one)
* Add end-users

* Add public or private comments or both to tickets

» Create and edit their own macros

* Moderate and manage articles in the forums
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» Accessticketsin one of the following ways:

» All ticketsin the help desk

» Only tickets assigned to the group or groups to which they belong
» Only tickets received from the organization to which they belong
» Only tickets that they are assigned to

Agent collision

Agent collision is afeature that alerts your agents when another agent is viewing and possibly
updating the same ticket. When this happens, an dert is displayed at the top of the ticket (this
alertisalso displayed in views that are formatted as tables). This helps prevent agents from
trying to make updates to the same ticket at the same time.

Agent signature

An agent signature is a standard text signature that can be appended to all public comments
made by agents. An administrator can choose to include the placeholder {{ agent.signature}} in
the template (Settings > Agents) to enable agents to add their own signatures. Agents can
customize their signature on their profile page.

Assignee

Assignee is the agent assigned to aticket. Assigneeis used throughout the help desk (including
macros, views, automations, triggers, and reports) to refer to or set the assigned agent.

Assignee stations

Thisisthe number of agents who have successively been assigned to aticket. Thisisused asa
condition in triggers.

Assume a user

Agents can log in to the help desk as another user. Thisisreferred to as assuming a user. This
allows agents to troubleshoot help desk issues (for example, why atrigger or automation isn't
working). Agents can then easily revert back to their own identity. See Assuming a user.

Automation

Automations are similar to triggers because both define conditions and actions that modify
ticket properties and optionally send email notifications to customers and the support staff.
Where they differ isthat automations run when atime event occurs (from one hour to 28 days)
after aticket property was set or updated, rather than immediately after aticket is created

or updated. For more information, see Streamlining wor kflow with time-based events and
automations.

Blacklist

The blacklist is used to suspend email received from domains and addresses that you specify.
It can be used along with the whitelist to, for example, suspend an email domain while also
allowing one or more specific email addresses from the same domain to be accepted into the
help desk. For more information, see Using the whitelist and blacklist to control access to your
help desk.
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Bulk import

Rather than add users manually one at atime, you can add many usersin abulk import. To do
this, you create a CSV (comma separated values) file that contains the user's data. Y ou can also
import organization data. For more information, see Bulk importing users and organizations.

Business hours

Business hours are the days of the week and times of day that your help desk isavailable to
respond to requests. By enabling business hours for your help desk, you can include business
hoursin triggers.

Business rules

Businessrulesis used to refer to the help desk features that enable you to customize and
manage the support workflow: automations, macros, SLA service targets. triggers, and views.
More information about business rules can be found here: Sreamlining the help desk workflow.

Business rules analysis

In the Enterprise version of Zendesk, you can view and analyze all of your business rulesto see
how they are being used. For more information, see Analyzing your business rules.

Category

Categories are used to organize forums into groups. They are the top level organizing element
in the forums. Categories contain forums and forums contain articles. Y ou can create an
unlimited number of categories and order them on the forums page as needed.

Channels

Channels are the ways that you can engage with your customers (how they create support
reguests and how you communicate with them). All channel communication is recorded on
tickets. Y ou choose and configure the channels you want your help desk to support. Channels
include:

e Email

*  Web portal

e Twitter

o Cha

* Voice

e Zendesk Feedback Tab
o Zendesk AP

To set up channels, select Settings > Channels.

Chat

Similar to MSN Messenger, AIM, Google Talk, or Facebook Chat, your customers can text
chat with your agents. Zendesk Chat is available when submitting a support request viathe
Feedback Tab or when an end-user islogged into the Web portal and viewing aticket. The text
of the chat session is added to the ticket.

Comment
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When aticket request is submitted it contains a subject and a description. All follow-up
communication on the ticket is contained in comments. Agents add comments, macros and
triggers and automation can add comments, and the requester can add comments. There are
two types of comment: public and private. Everyone, including those CC'd on aticket, can see
public comments but only support staff can see private comments.

CSS customization

To more closely match the look of your company's web site, you can modify the default
elements and stylesin your help desk using CSS (cascading style sheets) code. Zendesk allows
you to modify your help desk using CSS widgets, which can be added by an administrator. For
more information, see How to customize the help desk using CSS.

Current user

Current user is areference to the last person who updated the ticket, which is not necessarily
the same person who is assigned to the ticket. The current user (whoever updated the ticket
last) changes whenever the ticket is updated. And, the update may have been made by the
assignee, the requester, or someone who was CC'd on the ticket.

Custom agent roles

In the Enterprise version of Zendesk, you can define your own agent roles and assign those
rolesto any agent in your help desk. This alows you to define agent roles that suit your own
organizational structure and workflow. For more information, see Custom agent roles.

Custom ticket fields

Y ou can add custom fields to tickets and they can be visible to agents only or to both agents
and end-users. Your visible custom fields appear on your support request form in the Web
portal and in the Feedback Tab. Custom fields are typically used to gather more information
about the support issue or product or service. Y ou can add the following types of custom fields:
drop-down list, text, multi-line text, numeric, decimal, checkbox, regular expression. For more
information, see Adding and using custom ticket fields.

Customer
Thisis often used interchangeably with end-user. See End-user.

Customer satisfaction rating

Y our end-users (customers) can provide feedback about their experience with your help desk
and support team by rating their solved tickets. For more information, see Using customer
satisfaction rating.

Dashboard

A dashboard is an area of the help desk that displays summary information and vital statistics
for the user. For example, the agent dashboard is displayed at the top of the home page when
an agent logsin and it contains vital statistics such as the number of open tickets assigned both
to the agent and the agent's groups.

Dynamic content

In the Plus+ and Enterprise versions of Zendesk, you can create dynamic content that can then
be referenced via a placeholder in automations, macros, triggers and by many of the system
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generated messages such as those sent in email notifications when a user creates an account.
Dynamic content is a powerful tool for streamlining your multiple language support because
the appropriate version of content is automatically displayed to users based on their language.
For more information, see Using dynamic content to provide multiple language support.

Email forwarding

When you set up a Zendesk account, your help desk is given a default email address that
customers can use to submit support requests. Many accounts prefer to use their own email
addresses rather than use the Zendesk provided address. Y ou can use email forwarding to
accept email at your own address (for example, hel p@mycompany.com) and then forward it to
your Zendesk address (support@mycompany.zendesk.com). Y ou can a so forward any prefix
to @mycompany.zendesk.com and then set up triggers and automations from there.

Email notifications

Email notifications can be generated viaatrigger or automation when aticket is updated.
Common notifications include a new public comment added to the ticket or a change to the
ticket status.

Email-only help desk

Many help desks prefer to not require their end-usersto log in to the Web portal. They provide
the same level of service, but their end-users don't have access to the Web portal to view or
track their requests. Instead, all communication between agents and end-users occurs using
channels such as email, and voice, and chat. For more information, see Setting up an email-
only help desk.

Email pass through

When forwarding email from external email addresses or using an external email domain for
outgoing email, the Reply From address (the address that end-users see in email responses to
their support requests) can be configured to use the same email address that was used to submit
the request. For more information, see Setting up email pass through.

End-user

End-user refers to people who generate support requests from any of the avail able support
channels (Web portal, email, Twitter, etc.). End-users do not have access to any of the
administrator and agent features of the help desk. They can only submit and track tickets
and communicate with agents publicly (meaning their comments can never be private).
End-users may aso be referred to as customers. For more information about user roles, see
Understanding help desk user roles.

Extensions

Extensions are tools that extend the functionality of the help desk. For example, you can add
CSS and JavaScript widgets to customize the look or functionality of your help desk or you
can enable integrations with cloud-based software applications and services such as Salesforce,
Google Analytics, and Constant Contact - just to name a few. Extensions can be configured by
agents with administrator permissions (Settings > Extensions).

External email domain
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Y ou can change your email address to an email domain other than myaccount.zendesk.com,
making it appear that it originated from your own email address (help@mycompany.com). For
more information, see Using an external email domain.

Feedback Tab

The Feedback Tab provides quick access for your end-users to search your knowledge base,
submit a support request, or chat with an agent. It's displayed as atab placed along the edge
of the Web browser. The Feedback Tab can be added to your help desk or any other web site
(such as your company web site). This feature used to be referred to as the Zendesk Dropbox.

Forums

Forums, when not used in the general sense, refers to the second level of organization after
categories. Forums contain articles. Each forum can be assigned to only one category. Y ou can
assign viewing permissions to forums. For example, forums can be viewable by everyone, only
logged in users, only agents, or only specified organizations. Y ou can also control moderation,
forum content types (articles, ideas, and questions), and who can contribute content.

Forum analytics

In the Plus+ and Enterprise versions of Zendesk, you can closely monitor how active your
knowledge base and forums are using the Stats dashboard. For each category and forum,
you see activity datafor the last 30 days. Thisincludes the number of new topics created,
how many users have viewed the topics, and the total number of votes, subscriptions, and
comments. For more information, see Analyzing forum activity.

Group

Groups are used to create collections of agents. How you define groupsiis entirely up to you.
Y ou might create groups by skill (software vs hardware) or to reflect the organizations they
serve (for example, a support group might serve only customersin a certain region or time
zone). Agents can belong to more than one group. End-users cannot be added to groups, only
organizations. For more information, see About organizations and groups and Creating,
managing, and using groups.

Group stations

This refers to the number of groups that have successively been assigned to aticket. Thisis
used as a condition in triggers.

Host mapping

Host mapping (also referred to as domain mapping) is the ability to map your default
Zendesk domain URL to adifferent URL. For example, rather than using http://
support.mycompany.zendesk.com you may want your help desk URL to contain your
company's name, like this: http://support.mycompany.com. Y ou need to configure this with
your domain provider.

Knowledge base

Knowledge base is often used interchangeably with forums (see Forums). The Zendesk forums
allow you to create topics and arrange them into forums and categories. Y ou can use the
forums to create a knowledge base of support information for your products and services. Y our
end-users may be allowed to comment on topics or new create new topics themselves.
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Legacy agent

ThisisaZendesk Enterprise agent role. If you upgrade your account to the Enterprise version,
thisroleisused for al agents who have not been assigned to one of the other Enterprise roles.
Each agent's permissions are the same as they had previously on the plan you upgraded from. If
you assign all your agents to Enterprise agent roles, this role will disappear. Y ou cannot select
this agent role, it's only used to designate agents not yet assigned Enterprise roles. For more
information, see Custom agent roles.

Light agent

ThisisaZendesk Enterprise agent role. Zendesk Enterprise provides you with unlimited
internal usage in the form of light agents. Light agents can be CC'd on and view tickets,

add private comments to tickets within their groups, view reports, access and create topics

in private, agent-only forums. They cannot be assigned to or edit tickets. Y ou can add an
unlimited number of light agents at no charge. For more information, see Custom agent roles.

Liquid markup

Liquid markup is the templating language we use to enable placeholders (Using placeholders).
Y ou can aso use Liquid markup to customize how this datais selected and displayed as output
in ticket comments and email notifications. For more information, see Using Liquid markup to
customize comments and email notifications.

Macro

A macro is aprepared response or action that agents can use to quickly respond to support
reguests that can be answered with a standard response or to modify aticket. Macros contain
actions, which can be updates to ticket properties. Agents manually apply macros when they
are creating or updating tickets. Macros can aso be organized into categories to help agents
quickly locate them. For more information, see Creating ticket handling shortcuts with macros.

Multiple brand help desk

In the Enterprise version of Zendesk, you can manage support for multiple brands by linking
separate branded help desksto a central help desk. Support requests are received by the
branded help desks and are automatically shared to the central help desk, which contains the
support agents who resolve the requests. One team of agents supports all of your brands. For
more information, see Setting up to manage multiple brand help desks.

Non-restricted agent

A non-restricted agent is an agent who has accessto al tickets. In other words, they have not
been restricted to only the group or groups to which they belong, the organization they belong
to, or to the tickets they have been assigned to. The ability to refer to these agents may be
useful when creating triggers.

Organization

Organizations are collections of users (agents and end-users). How you set up your
organizationsis entirely up to you. Agents and end-users can be added to only one
organization. Once you create them, you can use organizations throughout the help desk to
define views, as criteriafor assigning tickets, as conditions in automations and triggers, to
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define access to forums, and in your reports. For more information, see About organizations
and groups and Creating, managing, and using organizations.

Owner

The account owner is atype of administrator. The account name is associated with this person’s
name, usually the person who created the account. There can only be one account owner;
however, account ownership can be reassigned by the account owner to another administrator

if needed. The account owner has access to areas of the help desk that other administrators

do not, such asinvoicing, payment options, and benchmarking for the account. For more
information about user roles, see Understanding help desk user roles.

Personalized email replies

The email address used in replies to end-users can be configured to show the agent's

name as the friendly name rather than your help desk name. For example, "Claire Grenier
<notifications-support@myaccount.zendesk.com>" instead of "MondoCam Support Center
<notifications-support@myaccount.zendesk.com>". For more information, see Enabling
personalized email replies.

Placeholders

Placeholders are references to ticket and user data that you include in the subject and text

of email natifications. Without placeholdersit would be impossible to create automatic
notifications. Y ou'd have to manually enter this data for each ticket. Placeholders are contained
in double curly brackets, like this: {{ticket.assignee.name} }. Y ou can view the list of available
system placeholders in the help desk when creating macros (for example). Custom fields can
also be referenced as placeholders. For more information, see Using placeholders.

Priority

Each ticket is assigned a priority. There are four values for priority: Low, Normal, High, and
Urgent. The ticket priority is used throughout the help desk to generate views and reports and
it's al'so used as conditions and actions in automations and triggers and as actions in macros.

Remote authentication

Remote authentication is one of the two Single Sign-On services available in Zendesk. The
other is SAML. See Single Sign-On.

Reports

Reports are detailed snapshots of collections of tickets within atime period. Y ou can use many
of the ticket properties to define the types of tickets that you want to monitor with a report. For
more information, see Using reports to monitor ticket activity and agent performance.

Requester

Requester refers to the person who made the support request. Requester is used throughout the
help desk (including macros, views, automations, triggers, and reports) to refer to the person
who generated the support request.

Restricted agent
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Theterm restricted agent is used for agents whose ticket access has been limited to one of the
following:

» All tickets (can also add, modify and assume end-users)

» Ticketsrequested by usersin this agent's organization (also can't see forums restricted
to other organizations)

» Tickets assigned to this agent only

An agent's access can be restricted viatheir user profile.

SAML

Secure Assertion Markup Language (SAML) is one of the two Single Sign-On services
available for remotely authenticating users, the other is Remote Authentication. SAML allows
you to provide Single Sign-on (SSO) for your help desk using enterprise identity types such as
Active Directory and LDAP.

Shared organization

A shared organization refersto allowing al users within an organization to see all of the
organization's tickets and, optionally, allowing those users to comment on each other's tickets.
An administrator can set up shared organizations (it's an option available when creating or
editing an organization). Y ou also have the option of granting this privilege to select end-users
instead. Y ou set this up in the user's profile. See Shared organization for end-users.

Single Sign-On

Single Sign-On refers to a security option in Zendesk that allows you to authenticate

users remotely, which meansthat it is handled outside of Zendesk. Y ou can use remote
authentication or SAML authentication. When users attempt to log in to Zendesk their login
regquest is routed to a remote authentication or SAML service to authenticate the user's
credentials. When verified, users are redirected back to Zendesk and logged in.

SLA (Service Level Agreement) service targets

Service Level Agreements, or SLA’s are typically an agreed upon measurement of the average
response and resolution times that your support deliversto your customers. Providing support
based on service levels ensures that you are delivering measured and predictable service,

and have greater visibility when there are problems. SLA Service Targetsin Zendesk can be
defined so you and your agents can better monitor your service level performance and meet
your service level goals.

Staff agent

Thisis aZendesk Enterprise agent role. A Staff agent's primary role isto solve tickets. They
can edit tickets within their groups, view reports, and add or edit personal views and macros.
For more information, see Custom agent roles.

Status

Each ticket is assigned a status. There are five values for status: New, Open, Pending, Solved,
Closed. Theticket statusis used throughout the help desk to generate views and reports and it's
also used as a condition in automations, macros, and triggers. The status can only be changed
to closed via automations and triggers (not manually).



24 | Zendesk User's Guide | Zendesk glossary

Support request

Thisterm is used to describe what end-users create, viathe Web portal or any of the other
channels such as email and Twitter, when they request support. Support requests become
tickets in the help desk. To end-users, aticket is a support request and thisistheterm used in
the Web portal (for example, Submit a request and Check your existing requests).

Suspend a user

Users can be suspended, which means that they are no longer ableto log in to the help desk and
any new support requests you receive from the user are sent to the suspended tickets queue. For
more information, see Suspending a user.

Suspended ticket

Based on a number of factors (such as an email being flagged as spam) some of the email
coming into your help desk may be suspended or even rejected. Email messages that are

suspended are added to the suspended tickets queue from where they can be recovered or
deleted. For more information, see Managing suspended tickets.

Tag

To help you categorize, act on, or search for tickets and forum articles, you can add tags. Tags
can be added to tickets automatically based on the words in the request, manually by agents,
or viatriggers, automations, and macros. Once added, you can create views by tags, search for
tags and the tickets in which they are included, and use tagsin your triggers, automations, and
macros. For more information, see Using tags.

Target

There may be times when you want to notify an external system about a new ticket or an
important state change to aticket (for example, send a message when a high priority ticket

has not been resolved after a specified amount of time). By setting up external targets you can
communicate with many cloud-based applications and services (such as Twitter and Twilio) as
well asHTTP and email. For more information, see Notifying external targets.

Team leader

Thisis aZendesk Enterprise agent role. Team leaders have greater access to the help desk than
staff agents. They can read and edit all tickets, moderate forums, and create and edit end-users,
groups, and organizations. For more information, see Custom agent roles.

Ticket

Support requests received from any of the help desk channels (see Channels) become tickets.
Each ticket is assigned to an agent to solve and all activity related to solving the support
request is captured as details within the ticket. The entire help desk is built around receiving,
managing, and solving tickets. Ticket data includes Subject, Email, Description, Status, Type,
Priority, Group, Assignee, Tags, and any other custom fields you create. Each ticket requires a
subject, email address, and description.

Ticket sharing

Tickets can be shared between help desks so that you collaborate only solving tickets. Y ou
establish sharing agreements with other help desks and specify the terms under which sharing



Zendesk User's Guide | Zendesk glossary | 25

can occur, and how shared tickets are managed between help desks. For more information, see
Sharing tickets between help desks.

Trigger

Creating or updating tickets in Zendesk generates events. Y ou can use these eventsto
automatically modify tickets and send email notifications. For example, when anew ticket

is created Zendesk sends an email confirmation to the person who generated the ticket (the
regquester). The mechanism that enablesthisis called atrigger. Using triggers, you can also
automatically assign aticket to a specific support agent or support group based on the email
address it was sent to, the organization to which the requester belongs, or keywords contained
in the request message. For more information, see Streamlining workflow with ticket updates
and triggers.

Type

Each ticket is assigned atype. There are four values for type: Question, Incident, Problem,
Task. Theticket typeis used throughout the help desk to generate views and reports and it's
aso used as a condition in automations, macros, and triggers.

User tagging

Tags can be added to users and organizations and these tags can then be used in business rules
to manage the ticket workflow and to restrict access to forums. For more information, see
Adding tags to users and organizations.

View

Views define a collection of tickets based on a set of criteria (expressed as conditions).

Views can be formatted to be displayed as lists or tables and you can specify who can access
them. Y ou create and use views to define collections of tickets such as "My open tickets" or
"Recently solved tickets' for example. For more information, see Using views to manage ticket
wor kflow.

Voice

The Zendesk Voice channd integrates live telephone support into your help desk. Agents
make themselves available to receive calls and their conversations with customers are recorded
and added to tickets. When agents are unavailable, customers leave voicemail messages that
automatically become tickets containing the voicemail recording and a transcription. For more
information, see Setting up Zendesk Voice.

Web portal

This refers to the parts of the help desk application that are available to end-users to submit
tickets, track their support requests, and access your knowledge base and forums.

Whitelist

The whitelist is used to allow email to be received from specific email domains and addresses.
It is used along with the blacklist to, for example, allow email from a specific address

in a blacklisted domain to be accepted into the help desk (and not suspended). For more
information, see Using the whitelist and blacklist to control access to your help desk.

Widget
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A widget is a small application that extends the functionality of the help desk. Y ou can add
widgets into the help desk (they are displayed in the right side of your help desk pages) for
anumber of popular cloud-based applications and services such as Salesforce and Google
Analytics or you can create your own custom widgets.
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Understanding help desk user roles

The help desk defines anumber of user roles that are key to managing the people who generate
support requests, those who resolve them, and the tickets themselves.

Users and people are essentially equivalent terms; it's the broadest definition for all people who
use the help desk. When you need to manage people in the help desk, your starting point is almost
aways Manage > People. Thisiswhere you add new users, define their roles and privileges,

and then organi ze them using groups and organizations. Y ou'll usually only see the word usersin
documentation like this.

Each user'srole is defined when they are added to the help desk. And, when userslogin, they are
only shown the parts of the help desk that they are allowed to see and use.

End-users, or customers

End-users are also sometimes referred to as customers. These are the people who generate support
requests from any of the available support channels (Web portal, email, Twitter, etc.). They don't
have access to any of the admin and agent features of the help desk. They can only submit and track
tickets and communicate with agents publicly (meaning their ticket comments can never be private).

How end-usersinteract with your help desk depends first on the support channels they have
available to them and then by how you've defined public access. Y ou can run an open or closed help
desk. Open means that anyone can submit tickets. Closed means the opposite, and as you might
imagine, it's how you'd set up ahelp desk for an internal support operation for a corporation, for
example. In aclosed help desk, you add the end-users. In an open help desk, you can add users
yourself and end-users can add themselves by submitting tickets.

Y ou can either require end-users of an open help desk to register, or not. In a closed help desk, all
end-users must be registered of course.

Y ou can also control if and how your end-users access the help desk Web portal. Thisisthe
end-user's view of the help desk and includes the submit request page, the knowledge base and
community forums, and aview of their tickets. However, if your end-users aren't registered,

they don't have accessto that view of tickets (they must be logged in). For these end-users, all
communication with the support team is via email. For more information, see Setting up an email-
only help desk.

Y ou also have the option of adding your end-usersto an organization, which is a collection of users
(both end-users and agents) that can be used in many ways throughout the help desk workflow. For
more information, see About organizations and groups.

Agents, admins, account owner

The people who resolve support requests, you, play different rolesin setting up and managing the
help desk workflow.
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Agents

Agents are the bulk of the help desk support staff. They are assigned tickets and interact with
customers as needed to resolve support issues. The agent's role and privilegesin the help desk are
defined by admins and may include the following:

* May be added to more than one group (must be added to at least one)
* Addend-users

e Add public or private comments or both to tickets

* Create and edit their own macros

* Moderate and manage articlesin the forums

» Accessticketsin one of the following ways:

e All ticketsin the help desk

» Only tickets assigned to the group or groups to which they belong
« Only tickets received from the organization to which they belong
e Only tickets that they are assigned to

Admins can add new agents to the help desk either manually one at atime or as a bulk import
operation (you can set the user rolein the CSV datafile used in abulk import). Agents can be
promoted to the admin role by an admin.

Agents are added to groups. Each agent must be added to at least one group. For more information
about groups, see About organizations and groups.

As noted above, there are a number of waysto limit the access agents have to tickets in the help
desk. These are explained in Creating, managing, and using groups.

Admins

Admins are agents with additional privileges to manage and customize the help desk. Admins can be
assigned tickets like agents but they may also do the following:

» Accessal tickets (not just the tickets they are assigned to)

» Create new business rules (automations, macros, SLA service targets, triggers, views)

» Access and edit all help desk business rules (automations, macros, SLA service targets,
triggers, views)

* Access and edit all help desk extensions (widgets, targets, etc.)

* Create reports

« Edit all reports

» Access settings pages (account, security, channels, etc.)

* Access al forums with moderator privileges

* Add and manage end-users, agents, and admins

« Promote agents to the admin role

» Create groups and organizations

e Assume ancther user'sidentity

Admins are responsible for designing and implementing the help desk workflow. They add end-
users, agents, and other admins; define the business rules (automations, triggers, views, etc.); and
customize and extend the help desk. Where an agent's primary function isto interact with end-users
and resolve support requests, admins may do that as well as set up and manage the workflow.
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Note: You may find general references in the documentation or the user interface to agents being
able to do something in the help desk. It'simportant to remember that if an agent can do something
so can an admin. It's not the other way round. So, the shorthand of ‘agent’ may be used at times when
the exact implication is "agent and admin'.

Account owner

The account owner is atype of admin. The account name is associated with this person's name,
usually the person who created the account. There can only be one account owner; however, account
ownership can be reassigned by the account owner to another admin if needed. The account owner
has access to areas of the help desk that other admins do not, such asinvoicing, payment options,
and benchmarking for the account.

User references in business rules

Business rules need to refer to some types of users in more abstract ways to define conditions and
actions; therefore, you'll see references in the help desk to requester, submitter, assignee, current
user, and non-restricted agent.

Requester

Requester refersto the person who made the support request. Requester is used throughout the
help desk (including macros, views, automations, triggers, and reports) to refer to the person who
generated the support request.

Submitter

Theticket submitter is either the user who submitted the request or the agent that opened the ticket
on behalf of the requester.

Assignee

Assigneeisthe agent assigned to aticket. Assigneeis used throughout the help desk (including
macros, views, automations, triggers, and reports) to refer to or set the assigned agent.

Current user

Current user is areference to the last person who updated the ticket, which is not necessarily the
same person who is assigned to the ticket. The current user (whoever updated the ticket last) changes
whenever the ticket is updated. And, the update may have been made by the assignee, the requester,
or someone who was CC'd on the ticket.

Non-restricted agent

A non-restricted agent is an agent who has access to all tickets. In other words, they have not been
restricted to only the group or groups to which they belong, the organization they belong to, or to the
tickets they have been assigned to. The ability to refer to these agents may be useful when creating
triggers.
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About organizations and groups

Organizations and groups are used to manage your help desk users and the ticket handling workflow.

Organizations and groups defined

Each collection of usersis defined as follows:

Organizations

Organizations are collections of your users (both end-users and agents). Each user can be added
to only one organization. The use of organizationsis optional, but by arranging your end-users
into organizations you can keep track of what those organizations are requesting. Y ou can aso
enable users within an organization to see each other’ stickets. This expands visibility of the
organization's support issues and should reduce the number of duplicate tickets.

Groups

Groups can only contain agents. Agents must be assigned to at |east one group, but they can be
members of more than one. Groups can be used to support organizations.

End-users and organizations

Although you don't have to add your end-users to organizations, it can be extremely helpful in
managing the workflow. Firgt, let's define that we mean by end-user. These are the people that
generate support requests. They are your customersin aretail setting and the employees that are
supported by an internal help desk in a corporate setting (to name two common types of end-users).
How you organize your end-usersis entirely up to you; however, here are afew examples of how
organizations can be used:

To support service level agreements

Y ou can create organi zations that mirror the service level agreements that you've established
with your customers. For example, your paying customers are guaranteed a faster response
than those who use your free services and you want to distinguish between the two. Or, perhaps
you've set up levels of support based on which version of your products and service levels

your customers have purchased (for example: basic, professional, enterprise or silver, gold,
platinum). Y ou can create organizations for each set of customers and route them through the
help desk workflow accordingly. Y ou can then create business rules and reports to escalate
tickets as needed and to track performance against your service level agreements.

To track and manage tickets by company

Perhaps you sell your products to other businesses. Y ou can create organizations for each of
those companies to manage and track their ticket activity.

To manage requests based on email domains

Y ou can automatically add end-users to organizations based on their email domain. For
example, you might have both internal and external end-users. Y ou can create an organization
for your internal end-users and automatically add them to the organization, based on their
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email domain, the first time they submit arequest. The new request is then picked up in the
workflow rules you've set up for that organization.

To support customers by location and language

If you support organizations or individual customers across the globe, you can create
organizations for locations and |anguages and then route those requests to agents that are co-
located and speak the same languages.

To define access to forums

Y ou can use organizations to define who can see what in your forums. Y ou might want most of
your forums to be viewable by all your end-users but also create several just for certain groups
of users (customers with premium service plans perhaps). Organizations allow you to do this.
When you create aforum, it is by default viewable by everyone. If you want to restrict access
toit, you simply select the one organization that you will allow to seeit.

Y ou can create organizations and add end-users to them manually, one at atime, or automate the
process by adding users and their organizations in a bulk import operation.

Agents can also be added to an organization. Y ou might do this as part of organizing the usersin
your help desk or to restrict an agent's access to only the organization they belong to (thisisan
option when setting the agent's privileges).

Once you've gotten organizations set up, they can be used in many waysin the help desk to manage
the workflow. See How to use your organizations and groups below.

Agents and groups

Groups are only for agents and every agent must belong to at least one group. Like organizations,
how you set up groups depends on your business needs and the help desk workflow you prefer. Here
are some of the common ways that groups are used:

To escalate tickets based on complexity

Y ou can manage escal ation by setting up atiered support group structure. For example, you
can create groups for levels of support based on factors such as urgency and complexity. By
default, you could assign all ticketsto the Level 1 group and then escalate them to Level 2
manually based on the technical complexity of theissue. The Level 2 agents (who may also be
members of the Level 1 group) have the advanced technical skills needed to resolve the issue.
For an example of this, see Escalating your tickets with groups.

To support service level agreements

Asin the example for organizations above, you can set up corresponding groups to support
organizations defined by service levels.

To provide support by expertise

Y ou can create groups based on expertise. For example, a company that develops both software
and hardware might place the agents who support the software into one group and those agents
who support the hardware in another. A custom field could be added to the support request
form prompting end-users to specify the product they're seeking support for and this could be
used to route the ticket to the appropriate group.


https://support.zendesk.com/entries/276293-escalating-your-tickets-with-groups
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To support customers by location and language

As noted above, you can set up organizations by location and language and then assign agents
(or groups) to their tickets. Even if you didn't set up organizations for this, you can route to
tickets to these groups based on the end-user's email domain (somecompany.fr, for example) or
their language preference.

When you create groups, you can add existing agents to them. Y ou can add new agents to one or
more groups when you're adding them to the help desk. Y ou can aso bulk import new users and
define their role as agent; you then manually add them to groups.

How groups support organizations

So how do groups support organizations? In the broadest sense, simply by becoming hubs of support
for the tickets that are received from the end-users in your organizations. What group is assigned

to an organization's tickets can be based on the many considerations outlined above (help desk
escalation processes, security, co-location and language, and so on).

Y ou can take aloose approach to this and just allow agents to triage and assign requests to groups
based on their reading of the support request or you can create business rules to handle that
automatically. See How to use your organizations and groups below.

Y ou can also more tightly manage the workflow and create security boundaries by funneling tickets
directly to agents who have restricted access. This means that they can only see the tickets that

they are allowed to see. Y ou can do thisin two ways. Thefirst is to add the agents to groups and
then restrict their access to only those groups. Y ou can also add an agent to an organization, which
restricts their access to only those tickets that are submitted by end-usersin that organization.

Note: In Zendesk, you'll see references to non-restricted agents. These are agents who have not
been restricted in these ways and can access all tickets.

How to use your organizations and groups

Once you've got an organization and group structure in place, you can use it to manage the ticket
workflow and monitor your help desk activity.

Here are some of the ways you can use organizations and groups in your workflow [this section will
contain links to more detail]:

« Automatically assign tickets received from users in an organization to a specific group
(referred to as group mapping)

e Map incoming new users to an organization based on their email domain (referred to as user
mapping)

» Allow userswithin an organization to see all the ticketsin their organization (referred to as a
shared organization)

« Assign agents to support only one organization

» Useorganization as acondition in atrigger to automatically assign reguests to a group or
agent

» Useatrigger condition to test for tags and then automatically assign requeststo a group or
agent based on those tags

» Create macros that assign new requests to a group or agent

» Create automations that escalate tickets to a group or agent
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» Create views by organizations or groups
» Create reports by organizations or groups

Admin and agent roles for users, groups, and organizations

Here's aquick overview of who can do what in the help desk to manage users, groups, and
organizations.

Admins

¢ Add end-users manually (one at atime) or add many end-users at atimein a bulk import

» Create and edit organizations and groups

e Add end-usersto organizations

» Create new agents and add them to one or more groups and one organization

e Limit an agent's access to one or maore groups

e Limit an agent's access to requests received from the organization that an agent belongs to

e Set up email mapping (automatically map end-users from specific email domainsto an
organization)

e Set up group mapping (assigning incoming requests from users in an organization to a
specific agent group)

e Set up ashared organization (allow al end-users in an organization to view tickets from all
users in the same organization)

» Create both shared and personal views by users, groups, and organizations

» Create business rules (automations, macros, and triggers) that include groups

» Create business rules (automations and triggers) that include organizations

« Create reports that include groups and organizations

Agents

* Addend-users
e Add end-usersto organizations

» Allow end-usersto view all theticketsin their organization (if the user belongs to a shared
organization, then the user always has access to tickets in the organization)

e Addthemselvesto an organization
» Create persona views by users, groups, and organizations
« Create macrosto assign tickets to agroup
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Streamlining the help desk workflow

Managing your customers support issues and your help desk workflow requirestools that help you
to create as many process efficiencies as possible. The best way to understand how Zendesk makes
this possibleisto look at how atypical help desk workflow can be streamlined with the tools that
Zendesk provides.

Ticket handling shortcuts

It's common to get support requests for issues that affect more than one person and can be answered
with asingle, standard response. To do thisin Zendesk, you use macros to create the standard
responses and they are then manually applied to tickets by agents. Macros can aso be used to update
tickets (for any number of reasons) without also notifying the requester. For example, you can use
macros to can change the agent or group assignment.

Here' s an example of a macro that sends an email notification to the requester in response to an issue
that affects many people in an organization:

Macro title

Intranet is down

Perform these actions:

Camment/desoription H d
Texi
Hello {ticket. requester. first_name}}

Thanks for contacting us about the intranet outage, The IT helpdesk team s aware of the problem and
they are working on it now. An email will be sent to everyone when it's fixed.

Thanks,
Suppart
Wiew available placeholders »
Status 3 Sobved d
Add tags H intransr d
Assignes 3 (CUrment userh d
+

Macro available for

(= &1l agents ) Agents in group tie - O Me anly

& of { Update macro )
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This macro adds a public comment to the ticket (which the requester receivesin email), setsthe
status to solved, and adds arelevant tag (we'll discuss tags shortly). Y ou could extend this macro to
a so set the ticket type to incident and add alink to the original problem ticket. Using amacro in this
situation is much quicker than manually responding to everyone who is affected.

In the text of the comment above, you may have noticed the text contained in the double curly
brackets. These are called placeholders and their purposeisto stand in for data that will be
automatically inserted into the email notification. Without placeholdersit would be impossible to
create automatic notifications. You'd have to manually enter this data for each ticket. For more
information about placeholders and how they are used, see Using placeholders.

Macros are also used as shortcuts to streamline repetitive ticket handling tasks. Here' s an example of
amacro that is used by the support staff and does not notify the requester:

Macro title
Take it!

Perform these actions:

Croup 3| | lcurrent user's groups) | 3 -

Assignee H {current user) 5 -

Macro avallable for
= All agents Agents in group | Facilities_US | 3 Me only

The Takeit! macro assigns the ticket that an agent is currently viewing to that agent and the agent’s
group.

To seethisfor yourself, select M anage > M acr os and then select the macro called Takeit!. Click
Edit to see the actions contained in the macro.

Macros are applied to tickets in ticket editing mode by clicking Apply M acr o and selecting one
from thelist of active macros.

 apply macro

Close and redirect to
toplcs

Customer not responding
Downgrade and |nform
Imtranet |8 down

Take It|

Y ou can aso apply macros to one or more tickets displayed in aview. For more information about
creating and using macros, see Creating ticket handling shortcuts with macros.

Triggering actions when tickets are created or updated

When aticket is created or updated, you can immediately and automatically respond by modifying
ticket properties (opening the ticket and assigning an agent, for example) and sending email
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notifications to the requester (confirming that their request has been received and that aticket has
been created, for example). The mechanism that enablesthisis called atrigger.

Using triggers, you can also automatically assign aticket to a specific support agent or support group
based on the email domain of the ticket requester or keywords contained in the request message.
Those are just afew examples; triggers can be used in many ways.

A trigger is a combination of conditions and actions. Conditions define the criteria that, if true,
trigger the actions. In other words, if all these things about the ticket are true then make these
changes and, optionally, notify either the customer or the support staff. Here' s an example of one of
the triggersincluded in Zendesk:

Trigger title

Notify requester of received request

Meet | all | of the following conditions:

Ticket is... H Created | 3§ d

Status = Is mot B Solved & d

Meet | any | of the following conditions:

-~ Click to select condition - & =]

Perform these actions:

Email user — [reguestar)

(1}

Email subject:
Reguest received: liticket.title]}
Email baody:
our request (#{{icket.id}}) has been received, and is being reviewsd by our support staff,

To review the status of the reqguest and add additional comments, follow the link below:
mitpe/i{{ticket.un}}

{{ticket. comments_formatted)}

View available placeholders »

To seethisfor yourself, select Manage > Triggers and mail notifications and then select the
trigger called Notify requester of received request.

The conditionsin thistrigger require that the ticket is newly created and that the status is not solved
(anew ticket with no further action taken on it). If those two conditions are true, the action sends an
email notification to the requester informing them that the request has been received and is now a
ticket (and they are provided with theticket ID and URL). Y ou can modify the email message as you
like and, if you're running an email only help desk, you can also remove the ticket URL. Y ou can
create copies of the default Zendesk triggers or create new triggers as needed.
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It'simportant to note that as new tickets are created or existing tickets are updated, Zendesk
automatically runsthrough all of your triggers (from first to last) checking to seeif each trigger’s
criteria are met. Whenever the ticket matches the conditions, the trigger is fired. This means that
what happens in one trigger may affect what happens in other triggers.

For more information about creating and using triggers, see Streamlining wor kflow with ticket
updates and triggers.

Using time to streamline workflow

While triggers enable you to automatically act on tickets when they are created or updated, you can
a so modify tickets and send email notifications based on eventsin time. For example, you may want
agent groups to be alerted if tickets remain unassigned after 24 hours. To do thisin Zendesk, you use
automations.

Automations, like triggers, contain conditions and actions, as shown here:

Automation title

Close ticket 4 days after status is set to solved

Meet | all | of the following conditions:

Status 2| 0s +| | Solved 3 -

Howurs since solved — Greater than & 96 d

Meet | any of the following conditions:

-~ Click to select condition - # —

Preview match for the conditions
above

Perform these actlons:

Status a Closed & d

To seethisfor yoursdlf, select M anage > Automations and then select the trigger called Close
ticket 4 days after statusis set to solved.

Asthe conditionsindicate, this automation runs on all tickets that have been set to solved for more
than 96 hours. The action changes the status from solved to closed. If you're curious, 4 days (96
hours) isahelp desk best practice for the minimum amount of time aticket should remain in the
solved state beforeiit is closed.

Unlike triggers, which are based on ticket events and run immediately after tickets are created or
updated, automations only run once every hour and only on tickets that have been created or updated
in the last 28 days.
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For more information about using automations, see Streamlining workflow with time-based events
and automations.

Using ticket events to notify external targets

There may be times when you want to notify an external target about a new ticket or an important
state change to aticket (for example, send an email or text message when a high priority ticket

has not been resolved after a specified amount of time). By setting up external targets you can
communicate with many cloud-based applications and services (such as Twitter and Twilio) as well
asHTTP and email.

Once you' ve defined a target you can add it to automations and triggers. For the complete list of the
types of targets you can create, select Settings > Extensions > Targets > Add Target. For more
information about creating and using targets, see Notifying external targets.

Using tags to manage workflow

To help you categorize, act on, or search for tickets and forum articles, you can add tags. Tags can
be added to tickets automatically based on the wordsin the request, manually by agents, or via
triggers, automations, and macros. Once added, you can create views by tags, search for tags and the
tickets in which they areincluded, and use tagsin your triggers, automations, and macros.

Tags

forums = defective x| fag x | installation x  about_sales x

Tags are helpful throughout the entire help desk workflow, but are especialy so for the following
help desk tasks:

« Locating answers to support requests that have already been answered. Agents can search for
tickets by tags.

» Creating ticket reports using tags. This provides you with away to monitor hot issues and
trends, for example.

» Creating custom workflows. Perhaps you want to add a custom field to your support request
form and then act on that data. Custom fields contain tags that can then be added to triggers
to, for example, route arequest for a specific product to a specific support group or agent.

For more information about all the uses of tags, see Using tags.
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About searching the help desk

Searching the help desk works pretty much the way that you would expect: you enter search terms
and you get results that contain those words. A simple word search for something like 'camera
returns any results from the entire help desk (ticket properties, user properties, comments, tags,
forum topics, and so on).

camera Search
1 6? res L[[I'_S Sort by latest activity | Sor by relevance
P Camera Wholesalers Inc. (2) / Consumer Support edit
o Betty's Local Camera Store (1) / Vendor Relationships - edit

D Urldersl'.andin f-sta and depth of field

{"uammp r'n"uanI Anu les [ FAQS =

D G@ firs'_t lenses for your DSLR

Custome cn'\tenl Articles | FAQS »

on can_l_du_T m.'-a Lﬂpw Photography with my MondoCam camera?
= L 1 about 3 months ago
F-:"u:l g9

Beyond that simple full text search, you can also restrict your searchesto just ticket, user, topic,
group, and organization data. To do this, you use the data object properties as keywords in a search.



Zendesk User's Guide | Help desk basics | 41

status:pending Search

10 results Sort by latest activity | Sort by relevance

> Tell me more about DSLR's
Sara Bri: in-08 « Updated 12 days ago

Pending q

=, DSLRs
‘:‘J Sara Bri: I = Updated 20 days ago

Pending q

iy hello. my pictures come out all black. why?
Emily W x May-12 = Updated 20 days ago
Pending question #1489

Thisreturns all tickets that have a status of pending. Zendesk supports common search operators that
you use when searching the Internet such as: (equals), > (greater than), < (less than), and "" (phrase
search).

Searching for user, organization, and group data returns user profiles and group and organization
summary pages that display each entity's activity, including tickets.

Emily Wilcox ¥ actions. | edit End-user

Satisfaction Statistics Tickats
MNew, Open of Panding (3)
14 o 1]
st A Salved or Closad [11)
Assigned o you (0)
Praofile Information MHaw Eicket

= Access io tickets requested by usaer
User nobes — a0l

anguags English
= Americalos_Angeles Forum and topic subscriptions

ar-23 09:33 Unsderaaler Housin
Jun-08 09386 (remove)

How do | know if _ (remove)
Folaroid camers 8. (remeva)
: Te obe:
Tickets (14) opls votex
Unsderwaler Housing far
DSLRs
ID  Subject Requesier Requesied Status  Group Assignes Using DSLR cameras s
e
Siatus Opan Time lapse photography
214 Semng the Whils Balances Emily Wilcox Jun-07 Ot Filim Cameras Amy g L Emily has made 1 confribulion(s) io
the fonams:
64 DSLRE Help Emily Wilcox Ape-15 O Congumel Sup... JimCyd [
LB e Eot witgats o this page

149 hello. my pichres come oulall black Emily Wilcox May-12 Pending - - =)

Admins can search the entire help desk and agents can search the tickets and users that they have
been given permission to see. End-users can search the knowledge base, their own tickets, and their
organization'stickets (if they belong to a shared organization).
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For all of the details about searching the help desk, see the following:

» Zendesk search reference
e Searching users. groups, and organizations
» Searching tickets
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Security best practices

More than 10,000 customers use Zendesk as a customer service and support system worldwide.
Zendesk pridesitself on providing arange of security options that you can use to ensure that private
information is protected and secure. By following these seven best practices, you can increase the
security of your Zendesk.

Note: If you are ever in doubt about the security of your Zendesk system, feel free to contact
Zendesk directly. In the event of a suspected security breach, you should submit aticket

with the subject “ Security” along with the details. Alternatively, you can send email to

security @zendesk.com or call the customer support line at 415-418-7506 (Americas, US), +44 20
3355 7960 (Europe, UK), +61 3 9008 6775 (Asia-Pacific, Australia).

1. Increase password security

Zendesk provides three levels of password security: low, medium, and high. An administrator can
set password security by selecting Settings > Security > Password Security.

Increasing your password security can help to prevent unauthorized users from guessing your
agent’ s passwords. At the highest level of security, your users are required to choose a new
password every 90 days.

Y ou should also require your administrators and agents to select unique passwords for their Zendesk
account. In other words, they should use a password that they are not also using for external systems
such as Salesforce, GoodData, and so on. If one account is hacked and a password is discovered, the
hacker’s access will be limited to just that one account — not all accounts.

2. Never give out user names, email addresses, or passwords

While there is afine line between meeting the needs of your users and maintaining security, best
practices are that Zendesk agents and administrators should never give out user names, email
addresses or passwords.

If you're using standard Zendesk login authentication, the only secure way to reset a password is
for the user to click the link to create a new password (Help! | don't know what to enter here!) from
the login screen of your help desk. This prompts the user to enter avalid email address (one already
verified as alegitimate user in your account) and they receive an email at that address prompting
them to reset their password themselves.

If you're using athird party single sign-on authentication system such as ActiveDirectory,
OpenDirectory, LDAP or SAML, passwords can be reset in asimilar fashion through those services.

Be aware that hackers sometimes use social engineering techniques to pressure peopleinto helping
them out by giving them a password for an account. In some cases, they do this by contacting
customer service personnel during evenings or weekends when they suspect there are fewer senior
staff working. They may even claim that there’ s been a security breach and that the password needs
to be reset immediately to some new text that they provide.

Some hackers have tools that enable them to spoof email addresses to impersonate users from
legitimate email domains. As aresult, even what appears to be alegitimate email request from a
user may not be from that actual address. If someone who claims to be an administrator or user of an
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account contacts you, you should note the | P address (this is shown in the events and notifications
view in tickets), and independently verify his or her identity (for example, by calling them at the
phone number in their user profile). If in doubt, never provide any sensitive information or make
account changes on someone else's behalf. Legitimate users should be able to change their account
settings using the methods described above.

We recommend that you educate your agents about these types of security risks and also create a
security policy that everyone knows and can refer to when these incidents occur.

3. Limit the number of agents with administrator access

Administrators have access to parts of the help desk that regular agents do not. For example, all of
the security features described in this document are only available to administrators. By limiting
the number of agents who have administrator access, you reduce your security risk. The agent role
provides the access that typical agents need to manage and solve tickets.

In the Enterprise version of Zendesk, you can select pre-defined agent roles that grant additional
permissions to agents. Y ou can also create your own custom agent roles and decide what parts of the
help desk that the agent role can access. These permissions however are limited to the user, ticket,
forum, and workflow management parts of the help desk. Only account owners and administrators
have access, for example, to security settings. For more information, see Custom agent roles.

4. Routinely audit your Zendesk account

If you follow all of the above techniques, your Zendesk account should always be private and
secure. However, it is still considered best practice to routinely check for suspicious activity. We
suggest that you use the following checklist once a month (or more frequently) to ensure that no
mistakes have been made that may leave your system vulnerable.

» Review agent access and roles from the M anage > People menu to look for unknown
agents, administrators, or unusual email addresses not in your company domain.

e |If you are using the email archiving feature in the Enterprise version of Zendesk (Settings >
Tickets > Email Archiving), make sure that email address is legitimate. See Archiving email
notifications.

* Make sure that the URL to your help desk logo (Settings > Account > Branding) is correct
and has not been changed.

» Verify that all targets you use (Settings > Extensions > Tar gets) are vaid and point to
known and correct addresses. See Notifying external targets.

* Review al targets and automations that send notifications and check that they are notifying
the correct people.

5. Remotely authenticate users with single sign-on

The Plust+ and Enterprise versions of Zendesk support login credential validation using either
Remote Authentication or Secure Assertion Markup Language (SAML). When either is enabled,
userslogging in to help desk are redirected to an external server for authentication and are then
seamlessly redirected back to the help desk.

The advantage of using single sign-on is that you have complete control over user management and
authentication.


https://support.zendesk.com/entries/20300342-custom-agent-roles
https://support.zendesk.com/entries/20296386-archiving-email-notifications
https://support.zendesk.com/entries/20296386-archiving-email-notifications
https://support.zendesk.com/entries/20012047-notifying-external-targets
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An administrator can set up single sign-on by selecting Settings > Security > Authentication
> Single Sign-on. For more information about Zendesk Remate Authentication, see Remote
Authentication. For more information about using SAML, see Introducing SAML for Zendesk.

6. Restrict access to your help desk using IP restrictions

In the Enterprise version of Zendesk, access to your help desk can be restricted to specific IP
addresses. This means that only users from the | P addresses that you manually add to your account
are allowed to log in to the help desk.

This can be applied to all users or just to agents. If you select agents only, this means that agent
access is restricted and end-user accessis not.

An administrator can set IP restrictions by selecting Settings > Security > Access Restriction. For
more information about this feature, see Restricting access to your help desk.

7. Turn SSL on for your account

Zendesk can be configured to use Secure Socket Layer (SSL), a cryptographic protocol that provides
secure communications over the Internet. By using SSL, all sessionsto your help desk are encrypted
and customers are directed to a secure HTTPS site, e.g. https://youraccount.zendesk.com.

By default, SSL is on for new accounts. If you're not currently using SSL and want to, an
administrator can enable SSL by selecting Settings > Security > SSL. Y ou can use either Regular
SSL or aHosted SSL for your custom domain. How you set up SSL depends on how your account
is configured. Y ou should contact a Zendesk support agent for more information and assistance with
setting this up.

By following the best practices listed in this document, you will reduce the risk of a security breach.
However, even the best security policies will fall short if they are not followed. Zendesk strongly
recommends that agents and administrators be trained to follow the best practices and ensure a
secure environment.


http://www.zendesk.com/support/api/remote-authentication
http://www.zendesk.com/support/api/remote-authentication
https://support.zendesk.com/entries/514714-introducing-saml-for-zendesk
https://support.zendesk.com/entries/20300421
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Adding and managing users

Users can be added to the help desk manually one at atime, through a bulk import of users, through
the Zendesk API, and also as new users submit requests for the first time.

Once users have been added to the help desk, you can organize them and manage the workflow
using groups and organizations. See About organizations and groups.

For more information about adding users with the Zendesk API, see Zendesk REST API:
Introduction.

Adding end-users
Admins can add other admins, agents, and end-users. Agents can only add end-users.

To add an end-user

1. Select Manage > People > Add User.

2. Enter the end-user's profile information (email address, phone number, etc.).

3. If you use organizations and want to add this end-user to one, select the organization from
the drop-down list. If you've set up email mapping, which automatically adds new usersto an
organization based on their email domain, you can leave this blank.

4. Optionaly, enter tags. For more information about user tags, see Adding tags to users and

organizations.
In the Role - privileges granted to thisuser section, select End-user.
6. Set the end-user's access to one of the following:
» Ticketsrequested by user only
« Ticketsfrom user's organization (see Shared organization for end-usersin Creating,
managing, and using organizations).

7. Click Create.

Immediately after you've added the new end-user, they receive awelcome email that contains a
verification link that prompts them to choose a password and log in to the help desk for the first
time.

o

Users can a'so be added in a bulk import. See Bulk importing users and organizations.

Adding agents

Admins can add agents. For information about the agent's role in the help desk, see Understanding
help desk user roles.

To add an agent

Select Manage > People > Add User.

Enter the agent's profile information (email address, phone number, etc.).

Optionally, add the agent to an organization.

Inthe Role - privileges granted to thisuser section, select Agent.

Set the agents groups and privileges (described below).

Click Create.

The new agent receives the welcome email and verification link and can choose a password and log
in for thefirst time.

ok~ wdr
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Users can aso be added in a bulk import. See Bulk importing users and organizations.

Setting agent privileges, defining ticket access

When you add agents you need to define their privileges (groups they will be assigned to, their
access to tickets, if they can make both public and private comments, and if they can moderate
forums). These privileges are described in the following table:

Table 1: Agent privileges

Groups Thisisthelist of groupsin your help desk. Y ou can select one or more.
Agents must be added to at least one group.

Has accessto An agent's access to tickets can be defined with the following options:

« All tickets (can also add, modify and assume end-users)

» Ticketswithin this agent's groups(s)

» Ticketsrequested by usersin this agent's organization (also can't
see forums restricted to other organizations)

» Tickets assigned to this agent only

Note: If you select to restrict the agent to an organization, you must
also set the agent's organi zation (an option on the Add User page). See
Restricting an agent to one organization in Creating, managing, and
using organizations.

Can add ticket Y ou can limit an agent to making both public and private comments on
comments that are tickets.

* Public or private
» Private only (viewable only by other agents)

Y ou might use the Private only option as away to gather information
about the issue from a subject matter expert within your own company
who is not interacting with customers as an agent (for example, a
software devel oper or a product manager). Y ou assign the ticket to that
person and they can add private comments that help you to explain and
resolve theissue.

Can moderate (edit, Yesor no.
delete and reorder)

g Some help desks assign only afew agents to moderate the forums. These
topicsin forums

agents are set to 'yes, the others are set to 'no'.

Adding admins

Only admins can add other admins. For information about the admin's role in the help desk, see
Under standing help desk user roles.

To add an admin
1. Select Manage > People > Add User.
2. Enter the end-user's profile information (email address, phone number, etc.).
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3. Optionally, add the admin to an organization.

4. Inthe Role - privileges granted to this user section, select Admin.

5. Set the admin's groups.

6. Click Create.
Admins can do just about everything in the help desk (they don't have the privileges the account
owner does) so there's no need to set their privileges as you would for an agent.

Users can aso be added in a bulk import. See Bulk importing users and organizations.

Promoting an agent to the admin role

Admins can also promote agents to the admin role.

To promote an agent to the admin role

1. Select Manage > People > Agents.

2. Select an agent and click Edit.

3. Change their role to admin by selecting Admin.
4. Click Update.

The agent's existing group assignments remain; you can add or remove them from groups as needed.

Assigning an admin to account owner

Only the account owner can promote an admin to the account owner role. For information about the
account owner'srolein the help desk, see Understanding help desk user roles.

To promote an admin to account owner

1. Select Settings > Account > I nvoices.

2. Select an admin from the Account Owner drop-down list. You must have at |east one other
admin in your help desk to seethelist.

3. Click Save Tab.

By setting another admin to the account owner role, the previous account owner loses access to all
subscription related pages such as this | nvoices tab and the Benchmark tab.

How end-users add themselves to the help desk

Users can be added to the help desk simply by submitting a request. The request becomes a ticket
and they are added as new end-users and are identified by their email address.

If your help desk requires end-usersto register, afirst time requester receives a welcome email with
averification link that prompts them to enter a password and log in. Doing this verifies them as
end-usersin your help desk. They get full use of the Web portal (Home page, knowledge base and
community forums, new request page, and a view of their tickets).

If your help desk does not require end-usersto log in (for example, if you run an email only help
desk), they won't receive the welcome email. These end-users track their requests and communicate
with agents using email. For more information about supporting unregistered end-users, see Setting
up an email-only help desk.

Users can aso submit requests using Twitter, which also adds them to the help desk. The user's
Twitter 1D isthe account identifier. Any other relevant help desk user profile information that can be
pulled from their Twitter profile, such astheir name, is added to the user's profile.
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If the Twitter requester is already registered in the help desk and their Twitter account has been
added to their help desk profile, they are recognized as a registered user. If their Twitter account
has not been added to their profile, aduplicate user account is created. The duplicate account can be
merged into their original account. See Merging a user's duplicate account.

Editing and deleting users

All registered users can update their own profiles. Restrictions are only placed on the role and
privileges settings. End-users cannot change their role or the organization they belong to. Agents
can change their organization but not their group assignments. Admins can change everything for
everyone except the account owner.

Deleting users can be done by agents and admins. Agents can delete end-users and admins can delete
al users (except for the account owner). Y ou cannot delete end-users that have tickets that are not
closed. This also applies to admins and agents. If they are requesters on tickets that aren't closed, you
can't delete them. When you delete an admin or agent, all of the tickets they are assigned to become
unassigned.

Multiple email addresses for user accounts

A user account can contain multiple email addresses. Y ou can add them in the user's profile (select
the Identities tab).

One email addressis set as the primary, which means that notifications are sent to that address. Y ou
can change the primary email address to any of the other email addresses.

Each time you add an email address, a verification email is sent to that address and must be
confirmed before the email addressisvalid.

Merging a user's duplicate account

Since end-users can submit requests using different email addresses and via Twitter, duplicate end-
user accounts can be created in the help desk.

The user profile allows you to enter multiple email addresses for a user and then set one as primary,
which means that regardless of the email address they use to submit arequest, they are properly
identified by the help desk and a new user account is not created.

A duplicate user account can also be created if the end-user submits a request via Twitter and their
Twitter account has not been added to their user profile.

To handle multiple accounts for the same end-user, you can merge one end-user account into
another end-user account. You can only merge registered (verified) end-users. Admin and agent user
accounts cannot be merged.

Note: If your account uses single sign-on and handles user authentication with Remote
Authentication or SAML, the merge users option is not available. Thisis because the user accounts
are managed outside of Zendesk.

To merge a user'sduplicate account

1. Select Manage > People and select a user.
2. On the user's dashboard page select M erge. The merge tool appears.
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Merge user

Emily Wilcox
zendesk webinars@gmail com

A 4

User to merge into

emily| Merge
Emily <emily@emilycameras.com>

3. Enter the user's name and all users that match what you entered are displayed. Select the
correct user and then click Merge.
4. You'll be prompted to confirm the merge. Click Confirm and Merge.

Note: A merge cannot be undone, so be careful to select the correct user accounts.

After merging accounts, any tickets created by the duplicate (how merged) account are updated with
the primary user account.

Assuming a user

Admins have the ability to log in as another user. Thisisreferred to as assuming a user and it can be
useful in troubleshooting issues users are having with the help desk.

Toassume (log in) asanother user

1. Select Manage > People.

2. Search for the user you want to assume; or select the Admins, Agents, or End-users
categories and locate the user.

3. Click Assume. You areimmediately logged in as the user and can navigate around their help
desk as needed.

4. When you're done, click Revert Identity (this command is in the upper right corner of the
help desk, near the Profile and L ogout commands).

Keep in mind that while you're assuming a user any tickets you create or update (with a comment for
example) appear to have been done by that user since you're logged in as that user.

Assuming an anonymous user

Y ou can also assume an anonymous user. This essentially means that you'll see the help desk from
the perspective of an end-user who has not logged in. This can be useful as a quick way of checking
your help desk customizations. For example, you can see which forumsin your knowledge base are
public, confirm that you've set up a dropbox properly, and take alook at the submit form after you've
modified ticket fields.

To assume an anonymous user
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1. Select Manage > People.

2. Click Anonymoususer (in the right side column).

3. When you're done, click Revert Identity (this command isin the upper right corner of the
help desk, near the L ogin and Sign up commands).

Suspending a user

Users can be suspended, which means that they are no longer able to log in to the help desk and any
new support requests you receive from the user are sent to the suspended tickets queue. This can be
done by either marking tickets as spam, which deletes the ticket and suspends the user at the same
time, or by marking the user as suspended in their user profile. Agents can suspend end-users and
admins can suspend both end-users and agents.

Users are not notified that they have been suspended, they simply cannot log in to the help desk.

Y ou can unsuspend users, which restores their previouslog in credentials and access to the help
desk.

Tomark aticket as spam and suspend therequester

1. Select theticket you want to mark as spam.
2. Update the ticket by selecting Mark as spam and suspend requester.
3. Click Submit.

Note: Remember that doing this deletes the ticket. Y ou cannot retrieve it. The suspended requester's
other tickets, if any, are unaffected. They remain in your ticket queue and you can also mark them as
spam or manually delete them.

To suspend a user

1. Select Manage > People and locate the user you want to suspend.
2. Click the user's name.
3. Select Actions> Suspend Access.

The user is now suspended and flagged as such in the help desk. They can no longer log in to the
help desk. Any new support requests received from the user's registered identities (email addresses,
Twitter, etc.) are added to the suspended tickets queue. Y ou can manually release or delete their
suspended tickets.

To unsuspend a user, follow the steps above and select Actions > Unsuspend Access.
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Bulk importing users and organizations

Rather than add users manually one at atime, you can add many usersin abulk import. To do

this, you create a CSV (comma separated values) file that contains the user's data. Aside from the
essential user data, such as email address and phone number, you can set user roles, define an agent's
privileges, and add users to an organization.

Y ou can use bulk import to add new users, replace existing user information data, add organizations,
or replace existing organization data.

Only admins can bulk import users and organizations, not agents.

Limitations of bulk importing users and organizations

Y ou can import a core set of data about users and organizations. For example, using bulk import,
you can import the user data described in the table below (Creating the CSV user import data file);
however you cannot import the user's time zone, or photo, or language preference, etc. To import
that data, you need to use the Zendesk REST API instead (see Zendesk REST API: Introduction).

There are also the following limitations to bulk importing:
e Theimport CSV datafile must contain no more than 2000 rows of data (one row for the
header and the rest for the user or organization data).
e You can only import one CSV file of 2000 or less rows of data per hour. Imports are queued
and run once an hour. Therefore, if you've got more than 1999 users to import, you need to
create separate files for each batch and import them hours apart.

Creating the CSV organization data file

If you use organizations in your help desk, you can bulk import alist of organizations using a CSV
file. Y ou must import the organizations before you import the users that will be added to them.

The first row of the file is the header row and contains the fields listed in the table below. Y ou must
include the header row, using all the fields and in the order they are listed below, even if you're not
importing that data into the help desk. In other words, you can have empty columns of data, but you
must include all the header row fields.

The file must be properly formatted CSV and saved using UTF-8 character encoding.
The following table lists the fields that you can include in thefile.

Table 2: Organization import data

name Required. The organization name.

notes Notes about the organization. Notes are visible to agents only, not to end-
USers.

details Detailed information about the organization, such as the address. This

information is visible to agents only, not to end-users.

default Thisisfor mapping usersto an organization. Enter one or more email
domains, separated with spaces.
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See Automatically adding users to organizations based on their email
domain in Creating, managing, and using organizations.

shared True or False. Sets the organization as a shared organization.

See Shared organization for end-usersin Creating, managing, and using
organizations.

shared_comments True or False. Allows all usersin the organization to add comments to
each other's tickets. The shared field must also be set to true.

See Shared organization for end-usersin Creating, managing, and using
organizations.

group Enter adefault group for the organization. See Mapping a group to an
organization in Creating, managing, and using organizations.

tags When user and organi zation tagging has been enabled for your help desk
(see Adding tags to users and organizations), you can add tags to the
organization. Separate each tag with the comma.

Importing the CSV organization data file

Y ou can import new organizations or update information for existing organizations.
Toimport the CSV organization data

1. Select Manage > People.
2. Select Bulk Organization Import (located in the right column).
3. Choose the type of import you want:

* Create new organizations
« Update existing organizations

Note: Warning! Currently, update actually means replace. In other words, if you
select Update existing organizations, it replaces the existing datain your help
desk. If you want to add some additional organization data after you've added the
organizations to your help desk, your CSV file must also contain al the original data
from theinitial bulk import plus the new data.

4. Either click Choose File or the Let me paste in data instead link.

5. Click Import.

Y our import is added to the queue and the organizations are added to the help desk when the import
process is complete. See Limitations of bulk importing users and organizations. Y ou'll receive an
email when the import is complete.

Creating the CSV user data file

When you create alist of usersto add to the help desk, you'll probably generate thislist from some
other user management system such as an Employee database. Most of these systems have some
facility for creating a CSV export file. If you need to create the list from scratch you can use a
program like Microsoft Excel or OpenOffice.org Calc.
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Thefirst row of thefile isthe header row and contains the fields listed in the table below. Y ou must
include the header row, using all the fields and in the order they are listed below, even if you're not
importing that data into the help desk. In other words, you can have empty columns of data, but you
must include all the header row fields.

The file must be properly formatted CSV and saved using UTF-8 character encoding.

The following table lists the fields that you can include in thefile.

Table 3: User import data

name
email

password

external_id

details

notes

phone
role

restriction

User's full name.
Required. User's full email address (someuser@mycompany.com).

User's help desk password. Y ou can leave this blank and allow the user to
select their own password or you can add a default password for everyone.
If you don't add a password, all new users will receive the welcome email,
which prompts them to choose a password and log in to the help desk.

The password must be in clear, unencrypted text. Y ou can also add usersvia
remote authentication or SAML, both of which allow encrypted passwords.

Note: The password must comply with the password security setting
of your account (Low, Medium, or High). See Settings > Security >
Password Palicy.

If you have an ID other than the user's email address (such as an employee
ID or customer reference number), you can include it here.

Detailed information concerning this user, e.g. an address. Thisinformation
isvisible to agents only, not to end-users.

Notes concerning this user. Notes are visible to agents only, not to end-
users.

The user's telephone number.
End-user, agent, or admin. If you don't set arole, the user is set to end-user.

Required when the user'srole is set to agent. Restriction sets the agent's
privileges, the tickets they have access to, €tc.

Y ou can enter one of the following values:

» assigned, which means tickets assigned to this agent only

e groups, which means tickets within this agent's groups(s)

* none, which means that they have no restriction and can access all
tickets

e organization, which meanstickets requested by usersin this agent's
organization

e requested, which meanstheir own tickets (the agent is the
reguester)
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In the Enterprise version of Zendesk, you use the restriction field to assign
your agent users predefined or custom roles. See Assigning an agent to an
Enterprise agent role below.

organization The name of the organization that the user will be added to. The
organization must already exist or the import will fail.

tags When user and organi zation tagging has been enabled for your help desk
(see Adding tags to users and organizations), you can add user tags.
Separate each tag with the comma.

Assigning an agent to an Enterprise agent role

In the Enterprise version of Zendesk, you can assign your agent users predefined or custom roles
(see Custom agent roles). These roles are sets of permissions, not just single permissions as are the
standard restrictions listed in the table above.

To set acustom agent role, you set the user's role to agent and then use the name of the role asthe
restriction value. For example, you can set an agent to any of the following five predefined agent
roles:

¢ Administrator
* Advisor

* Light Agent

o Staff

* Team Leader

If you've created your own custom agent roles, you just use the name of your custom role. Asan
example, here'sa CSV example for setting an agent to arole called Help Desk Mastermind.

"nanme","emai |l ", "password", "external _id","details","notes", "phone","role",
"restriction","organization","tags"
Enrico Venticello,"venticell o@oneconpany. coni,,,,,,"agent", "Hel p Desk

Mast ermi nd", ,

If you accidentally use arole that doesn't exist in your help desk, the agent is set to Light Agent. You
can then manually change the agent's role to another role by editing their user profile.

Note: In the Enterprise version of Zendesk, agent roles override the standard agent restrictions. This
means that you can't use any of the standard restrictions listed in the table above. Y ou must use an
agent role. If you try to import or update an agent user with the standard restrictions (for example,
"assigned"), the agent is set to Light Agent.

Also, the import is case insensitive, which means that both of following custom role names set the
agent to the same role: "Help Desk Mastermind" and "help DEsk mastermind".

Importing the CSV user data file

Y ou can import new users or update information for existing users.
Toimport the CSV user data

1. Select Manage > People.
2. Select Bulk User Import (located in the right column).
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3. Choose the type of import you want:

¢ Create new users
e Update existing users

Note: Warning! Currently, update actually means replace. In other words, if you
select Update existing users, it replaces the existing datain your help desk. If you
want to add some additional user data after you've added the usersto your help desk,
your CSV file must also contain all the original datafrom theinitial bulk import plus
the new data.

4. Either click Choose File or the Let me paste in data instead link.

5. Click Import.

Note: Unlessyou added passwords in the CSV file, awelcome email is sent to every new user,
which prompts them to choose a password and log in to the help desk.

Y our import is added to the queue and the users are added to the help desk when the import process
is complete. See Limitations of bulk importing users and organizations. Y ou'll receive an email
when the import is complete.



Zendesk User's Guide | Managing people | 59

Creating, managing, and using groups

Asdescribed in About organizations and groups, how you set up your groups depends on how you
want to define your workflow and organize your agents. All agents must be added to at least one
group. Admins can add and edit groups, agents cannot.

Tocreateagroup

1. Select Manage > People > Add Group.

2. Enter agroup name.

3. Select the agents you want to add to the group.

4. Click Create Group.
Admins can view and manage all groups by selecting M anage > People > Groups and can add and
remove agents as needed.

Editing and deleting groups
Editing a group means simply adding or removing agents from it.

Groups can also be deleted (the delete command is available when editing a group). Deleting a group
has implications of course. The agents you assigned to it will no longer be (since it doesn't exist
anymore) and the group will be removed from any tickets it was assigned to. Any business rules or
reports you set up using the group you deleted will no longer function properly.

Adding agents to groups

Y ou can add agents to groups at the time you create the group. Y ou can also add new agentsto one
or more groups when you add them to your help desk. Only admins can add new agents.

To add a new agent to a group

Select Manage > People > Add User.

Enter information about the new user.

In the section called Role - privileges granted to thisuser, select Agent.

All of your groups are displayed. Select one or more.

Set the agent's other privileges (described below).

. Click Create.

Y ou can change the agent's group assignments at any time by editing their profile. Agents cannot
change their own group assignments.

oA wNE

Setting agent privileges, defining ticket access

When you add agents you need to define their privileges (groups they will be assigned to, their
access to tickets, if they can make both public and private comments, and if they can moderate
forums). These privileges are described in the following table:

Table 4: Agent privileges

Groups Thisisthelist of groupsin your help desk. Y ou can select one or more.
Agents must be added to at |east one group.

Has accessto An agent's access to tickets can be defined with the following options:
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e All tickets (can also add, modify and assume end-users)

» Tickets within this agent's groups(s)

» Ticketsrequested by usersin this agent's organization (also can't
see forums restricted to other organizations)

» Tickets assigned to this agent only

Note: If you select to restrict the agent to an organization, you must
also set the agent's organi zation (an option on the Add User page). See
Restricting an agent to one organization in Creating, managing, and
using organizations.

Can add ticket Y ou can limit an agent to making both public and private comments on
comments that are tickets.

e Public or private
» Private only (viewable only by other agents)

Y ou might use the Private only option as away to gather information
about the issue from a subject matter expert within your own company
who is not interacting with customers as an agent (for example, a
software devel oper or a product manager). Y ou assign the ticket to that
person and they can add private comments that help you to explain and
resolve theissue.

Can moderate (edit, Yesor no.
delete and reorder)

o Some help desks assign only afew agents to moderate the forums. These
topicsin forums

agents are set to 'yes, the others are set to 'no'.

Assigning tickets to groups

Agents can assign tickets (manually or viaa macro) to any of the groups they belong to. Admins can
assign tickets to any group in the help desk.

Tickets can also be automatically assigned to groups using business rules (see Using groups

in business rules (below) and by enabling group mapping for an organization. Automatically
assigning agroup to an organization'sticketsis a relationship you set up when creating or editing
an organization. See Mapping a group to an organization in Creating, managing, and using
organizations.

Using groups in business rules

Groups can be used in automations, macros, and triggers. When creating automations and triggers
you can use group as a criterion for making updates to tickets. Using a macro, you can assign a
group to tickets as an action.

There are many reasons that you might include group in an automation or trigger. Here are several
examples of how they are commonly used.
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Example: Escalating tickets using group in an automation

In an automation, you can use group as a condition to escalate tickets for a specific group.

Automation title

Alert assignee when Level 2 ticket not updated after 48 hours

Meet all of the following conditions:

Group & Is : Lewel 2 L] d
Status s Less than B Solved d
Hours since update H (calendary Greater than = 48 a
Priority ] Greater than 3 Lo d

L

The Level 2 support team provides ahigher level of service to their customers and promises to
solve tickets quickly; thisis their service level agreement. This automation hel ps them manage this
commitment by reminding them if their tickets are not updated after 48 hours.

Perform these actions:

Priority ¥ Urgent d
Email user ] (assignes) H ﬂ
Email subject

Please update {{ticket.id]j for {{ticket.requester.namel]
Email body
You have a Level 2 that has not been updated in 2 days! Please update this licket right away.
Here are the ticket details...
{lticket.ur}}
{{ticket.title}}

{iticket. description}}
View available placeholders »

L

The actions in this automation set the priority to urgent and send an email to the ticket assignee as
areminder to update the ticket. For more information about creating automations, see Streamlining
wor kflow with time-based events and automations.
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Example: Notifying a group of a ticket assignment with a trigger

Perhaps the most common use of groups in atrigger is to notify a group when aticket has been
assigned to the group (it's one of the default triggersin Zendesk). Y ou can take alook at thistrigger
in your help desk by selecting Manage > Triggers and mail notifications, locating the Notify
group of assignment trigger, and then selecting Edit.

Trigger title

Notify group of assignment

Meet all of the following conditions:

Group * Changed : d
Group B Is not = d
Assignee E Is B d

Thistrigger fires when agroup is assigned to aticket. The change event could have been triggered
manually by an agent or automatically by another business rule (automation or trigger).

Perform these actions:

-

Email group ' (assigned group) H ﬁ
Email subject

|-:|I!|Elu.-[ accounttl “{ticket. group.namell” assignment: {{ticker.titled:
Email body:

This ticket (#{{ticket.id)}) has been assigned to group licket group.namely, of which you are a member.

To review the status of the ticket, follow the link below:
hatp:/i{{ticket. )}

{licket.comments_formatted)}

View available placeholders »

The actions inform everyone in the group about the new ticket assignment. For more information
about triggers, see Streamlining workflow with ticket updates and triggers.
Example: Assigning a group to a ticket using a trigger

Group can be used as a condition in atrigger, which allows you to filter incoming requests and
assign them to the appropriate group.
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Trigger title

Route sales inquiry to Sales

Meet all of the following conditions:

Ticket is... $| [ Created & =
Status $1 [ 15 not | | Solved =
Ticker received at... H sales Imondocam.zendesk.com d
In this example, the conditions are used to determine if the ticket isa salesinquiry.
Perform these actions:

Tyt #| [ Question & =
Group &) [ sales : =

_.

The actions set the type to Question and then assign the ticket to the Sales group. This example also
illustrates that you can extend the use of the help desk to other areas of your business, not just the
support agents. For more information about triggers, see Streamlining workflow with ticket updates
and triggers.

Creating views and reports by group

Y our groups can be used to create views and reports. Here are several examples.

Example: Creating a view of tickets by group

One of the default viewsin Zendesk shows you all the tickets that have been assigned to the groups
you belong to. You can take alook at thisview in your help desk by selecting Manage > Views >
Shared, locating the Unsolved ticketsin your groups view, and then selecting Edit.

View title

Unsolved tickets in your groups

Meet all of the following conditions:

Status ) Less than H Solved = d

Group ¥ Is ¥ lCurrent user's groupsh | d
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This view displays unsolved tickets that are assigned to the current user's (your) groups. Y ou could
of course select one or more specific groups instead if you were to customize this view.

Unsolved tickets in your groups (24) List | Table | CSV | CJRSS | Edit
Score Subject Requester Requested Status [
Group Engineering

While Balance Issuas Maithew Latkiewicz  Apr0T Pending [
Group Consumer Sup...

How can | cormectimage distortions and color blur in images? Mary Jones Mar-29 Open a

| have a double charge on my credit card Mary Jones Apr-12 Open =

having problams with my DSLE. nead haelp laking picuras Oble Fernandez Apr-01 Open :
] My pictures come out all black. Why is that? Emily Wilcox Apr-14 Open =

Can | ask you a question? Erica End User Apr-15 Open O

Where can | buy a ZD 88 AlaighT? Apr-0d Open =

Thisisthe result, formatted as atable. The tickets are listed by groups.

Example: Creating a report of ticket activity by group

Here's an example of areport that displays the tickets assigned to a group that remain unsolved after
48 business hours.

Report title
Ticket activity by group

Reporting period
() Relative toloday () Fixed date interval

Last month i

Data series
Consumer support ren
Unsolved tickets H
Croup . Is : Consumer Support & &
Requester wait time in hours L (business) Greater than 2 48 d
il

The Requester wait timein hours condition is the combined time that aticket isin the New and
Open states.
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Creating, managing, and using organizations

Asdescribed in About organizations and groups, how you set up your organizations depends on how
you want to define your workflow and organize your users (both end-users and agents). Users can be
added to one organization. Admins can add and edit organizations, agents cannot.

To create an organization

1. Select Manage > People > Add Organization.

2. Enter the organization name.

3. Optionally, enter tags and detailed information and notes. For more information about
organization tags, see Adding tags to users and organizations.

4. You can also set up user mapping (see Automatically adding users to organizations based
on their email domain), set up group mapping (see Mapping a group to an organization, and
enable the organization as a shared organization (see Shared organization for end-users).

5. Click Update Organization.

Admins can view and manage all organizations by selecting M anage > People > Or ganizations.

Automatically adding users to organizations based on their
email domain

Users can be automatically added to an organization based on their email domain when they submit
arequest for the first time or otherwise register with the help desk. Thisisreferred to as user
mapping and an admin can set this up by editing an organization's settings.

To set up user mapping for an organization

1. Select Manage > People > Organizations.

2. Select an organization and then click Edit.

3. Inthe Map usersto organization option, enter the email domain(s). Separate the domains

with a space (for example: domainl.com domain2.com).

4. Click Update Organization.
Note: If you've added email domains to the whitelist (Settings > End-users), these domains will be
automatically included in the list. Although whitelisted domains are included, they are not shown on
this organization settings page.

Mapping a group to an organization

An organization's tickets can be automatically assigned to agroup. Thisisreferred to as group
mapping and can be set up by an admin.

To set up group mapping for an organization

1. Select Manage > People > Organizations.
2. Select an organization and then click Edit.
3. Under the M ap organization to group option, select one group from the drop-down list.
4. Click Update Organization.
New tickets will now automatically be assigned to the selected group; however, business rules and
agents may override this default group setting.
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Shared organization for end-users

Y ou have the option of allowing all of the end-users in an organization to see each other's tickets and
to also make comments on them. Thisisreferred to as a shared organization. This can be set up by
an admin.

To set up ashared organization

1. Select Manage > People > Organizations.

2. Select an organization and then click Edit.

3. Select the Shared organization for end-users? option.

4. You can also alow end-users to add comments to the shared organization tickets by selecting
End-usersin organization can add commentsto all ticketsin the organization? option.

5. Click Update Organization.

Instead of allowing all end-usersin an organization to see and comment on an organization's tickets,
you can grant this privilege to select end-users. Y ou set this up in the user's profile.

Toallow individual end-usersaccessto an organization'stickets

1. Select Manage > People > End-users.

2. Select an end-user and then click Edit.

3. Under Role - privileges granted to this user set the access privilegeto Ticketsfrom user's
organization.

4. Click Update.

Editing and deleting organizations

Y ou can edit an organization's settings by selecting it from your list of organizations and then
clicking Edit.

Y ou can also delete your organizations (the delete command is avail able when editing a group).
When you do, the users you assigned to it will no longer be (since it doesn't exist anymore) and the

organization will be removed from any tickets it was assigned to. Any business rules or reports you
set up using the organization you deleted will no longer function properly.

Manually adding users to organizations

Y ou can add users to an organization at the time they are added to the help desk or later by editing
their profile. You can also include users' organizations when importing new users into the help desk
in abulk import operation.

To add a user to an organization

1. Select Manage > People > End-users (or Admins, or Agents).

2. Select auser and then click Edit.

3. Select an organization from the drop-down list under Organization.
4. Click Update.

Y ou can change the user's organization at any time by editing their profile. End-users cannot change
their own organization (admins and agents can).
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Restricting an agent to one organization

One of the options you have for managing the ticket workflow and controlling the access agents
haveto tickets is to add them directly to an organization and then restrict their access privileges to
that organization.

Torestrict an agent to an organization

Select Manage > People > Agents.

Select an agent and then click Edit.

Select an organization from the drop-down list under Or ganization.

In the section called Role - privileges granted to this user, set their accessto Tickets
requested by usersin thisagent's organization.

5. Click Update.

AN PE

Regardless of the groups they belong to, they will only have access to the organization's tickets.

Creating views and reports by organization

Organizations can be used when creating views and reports (as well as business rules). Here are
several examples.

Example: Creating a view of tickets by organization

A common use for organizationsin aview isto monitor ticket activity.

View title

Unsolved tickets by organization

Meet | all | of the following conditions:

Status 4 Less than : Solved 3 ﬁ

Organization J Is = Customers * d

This view displays unsolved tickets that are assigned to an organization called Customers.

Example: Creating a report of ticket activity by organization

Here's an example of areport that displays all ticket activity for several organizations.
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Report title

Ticket activity by organization

Reporting period
(® Relatve totoday () Fixed date interval

| [ Lastweek 0

Data series

l Camera Wholesalers Inc. | Femae

[ Al tickets E |

| Organization ¢ (s #] [ CameraWholesalers Inc. | 2] =
+]

MondoCAM | Femave

[ All tickets +

[ Organization §) (s 73] [ MandoCAM s =]
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Adding tags to users and organizations

Tags can be added to users and organizations and these tags can then be used in business rules to
manage the ticket workflow and to restrict access to forums.

Tagging users and organizations provides you with away to add more data about each and then act
on that data. For example, you can tag an organization or a user and then add the tag to atrigger to
escalate the ticket to a specific support group.

A user'stags, and the tags of the organization to which they belong, are added to their tickets. In
other words, if a user istagged with manager and belongsto an organization tagged with pr ermi um
all the user'stickets will contain both of those tags.

Tags can also be used to restrict access to forums. Y ou can first restrict accessto asingle
organization and then to users within that organization based on tags. Or, if you don't select a
specific organization, access can be restricted to all the users and organizations in your help desk
that have the specified tags (in other words, multiple users from multiple organizations).

Y ou can add tags manually when adding or editing users and organizations, during a bulk import,
and viathe Zendesk API, Remote Authentication, and SAML. Agents and admins can add tagsto
users, but only admins can add tags to organizations.

Tags beta_user

Tags will be added to tickets from the user.

The user and organization tags are displayed in the help desk in the user dashboard, the user widget,
and in lists of users and organizations.

James Vaughn
Camera Wholesalers Inc.

Satisfaction Statistics

0 0 0

Tags can be managed by selecting M anage > People > Tags. On this page you can see al the tags
and how many times they've been added to users and organizations. Y ou can also remove the tags
from all the users and organizations to which the tags have been added.
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Tags (7)
beta_u.ser remove
consumers remove
edu remave
facultg. remaove
premium remove
vendor remave

User and organization tags can be referenced as placeholders and as datain Liquid markup code.

Enabling user and organization tagging
An admin can enable user and organization tagging for the help desk.
To enable user and organization tagging

1. Select Settings > End-users.
2. Inthe section Tags on users and organizations, click Enabled.
3. Click Save Tab.

Note: If you want to add tags during a bulk import or viathe Zendesk API, Remote Authentication,
or SAML, you also must first enable this setting.
Adding tags

Tags can be added when manually adding or editing users and organizations, when bulk importing
user and organization data, and via the Zendesk API, Remote Authentication, and SAML.

In the help desk, you add tagsin the user's profile page and in the organization settings page.

Tags premium wholesale
These tags will be applied to tickets from users in the organization. You can also
restrict forum access based on tags.

Thetags are added to new tickets submitted after this feature has been enabled, not retroactively to
auser's existing tickets. Also, these tags are only added when tickets are created, not when they're
updated.
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Note: If you change aticket's requester to another user, the original requester'stags are removed
and the new requester's tags are added.

For information about adding tags during bulk imports, see Bulk importing users and organizations.

For information about working with user and organization tags via the Zendesk API, see REST API:
Users and REST API: Organizations.

Managing user and organization tags

Y ou can manage user and organization tags by selecting M anage > People > Tags. The Tags page
displays all the user and organization tags that have been added to your help desk. Clicking atag
displays alist of the users and organizations to which the tags have been added.

Note: This page only displays user and organization tags, not the other help desk tags that were
added to tickets and forum topics.

Aside from providing you with the details of how the tags are being used, you can also remove tags
from all the users and organizations to which they have been added.

Toremovetagsfrom usersand organizations

1. Select Manage > People > Tags.
2. Locate the tag you want to remove and then click Remove.
3. Confirm that you want to remove the tag and then click OK.

Note: Removing user and organization tags does not remove them from the tickets they have been
added to. Y ou can delete the tags from those tickets manually or just manage them out of the help
desk asthe tickets are closed.

User and organization tags in business rules

Since auser'stags (including their organization's tags) are added to their tickets, you can use these
tagsin business rules to automatically make changes to the ticket. For example, based on a user

or organization tag, you can automatically assign tickets to a specific group, asin the following
example.


http://www.zendesk.com/api/users
http://www.zendesk.com/api/users
http://www.zendesk.com/api/organizations
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Trigger title

Assign consumer tickets to Consumer Support

Meet all | of the following conditions:

Status ¥ Is H Mew ¥ d
Tags b Contains at least one of the following % COnsuUmers d—
|

Meet any of the following conditions:
== Click to select condition - T d-
L

Perform these actions:

Status s Open ﬁ
Group v Consumer Support H ﬁ
L

Crelete or : Update trigger )

These tags can of course be used in any business rules (automations, macros, triggers, and views) as
well as reports.

User and organization tag placeholders

User and organization tags are available as placehol ders. They are properties of the User and
Organization data objects and can therefore be referenced as user properties. For example:

{{ticket.requester.organization.tags}}
{{ticket.assignee.tags}}

For more information, See Zendesk data object (placeholders) reference.

Limiting access to forums with user and organization tags

User and organization tags can be used to restrict end-user access to forums.

Torestrict accessto aforum with tags
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1. Select the forum you want to restrict access to and click Edit.

2. Inthe section User property restrictions, enter the tags of the organizations and users that
will be allowed to access the forum.

User property restrictions Restrict access to organization

(None) H

Restrict access to end-users and organizations with all of the following tags

premium

3. Click Update Forum.

Only these users and organizations will see the forum when they are logged in to the help desk Web
portal. In the example above, all of the help desk users and organizations that have been tagged with
pr enmi umhave access to the forum because no specific organization was selected.

Note: If you use more than one tag, for users and organizations to have access, they must also have
al of the tags you've entered.

Searching for user and organization tags
Y ou can always search for tags using thet ags keyword, asin this example:
tags: prem um

This search returns the tag 'premium' wherever it's been used in the help desk, including in ticket
details and in the forums.

Using thet ype keyword, you can narrow your search results to tickets that contain the tag.
type:ticket tags:premnm um

A search like this returns all tags (not just user or organization tags). There's currently no way to
search for user and organization tags within aticket separate from other tags that have been added
to the ticket (via custom fields, auto tagging, business rules, or manually by an agent). Y ou can of
course create a user and organi zation tag naming scheme (for example, user_tag and org_tag) and
then search for those.

However, sincet ags is aso aproperty of both the User and Organization data objects, you can
narrow your search results to just those objects by using thet ype keyword.

To search for organization tags, you can use a search statement like this:
type: organi zati on tags: prem um
To search for user tags, you can do this:

type: user tags:beta user
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Creating agent display names

In the Plust and Enterprise versions of Zendesk, agents can be assigned a display name that will
be used on al communications with the ticket requester. This allows agents to create a help desk
persona and keep their real name private.

Admins and agents can create their own display names by editing their profiles.

Basic Info Identities

Personal info MName

Max McCal

Display name
Radar Cowboy

Enter a disp ay name if you do not want your real name
exposed o end-Users

The display name field is located on the user profile page.

Display names are only shown if you have also enabled personalized email replies. Thisis done by
an admin.

To enable personalized email replies

1. Select Settings > Channels> Email.
2. Select Personalized email replies > Enable.

To add an agent display name

1. Select Manage > People and locate the agent you want to update.
2. Select Edit.

3. Enter adisplay name.

4. Click Update.

Once an agent creates a display name, it isthe only name that end-users will see. It's shown as the
sender on all outgoing email, it's the name end-users see when viewing the ticket details, and it's also
the name that is displayed on forum posts and comments that agents add. Display names are only
visible to end-users, not other agents. If you want to see how your display name appears, you can
assume an end-user.
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About ticket fields

Typically when an end-user submits a support request, they provide the subject and description
of their question or support issue. Y ou may also prompt them to provide additional data such asa
model number or product version using custom ticket fields. All other ticket fields are set by your
agents or business rules (automations, macros, and triggers).

Each of the standard ticket fields (referred to as system fields), those that are shown on the agent's
view of theticket page, are described below.

T|Cket #‘1 D3 v apply macro | nexts

Siena Nenners Jan-03 0737 pm

Requesier Siena Nenners <siena@mondocamcustomers.net> - change

CC Matt Nelsan <matt.nelson@mondocameras, Com s

Start typing and we'll ook up maiching users - or add a new user

Share | mandeCam @ Zendesk

Subject
Auto ISO problem

Status Type Priority Group
Open -l Problem 3 Mormal 5 Customer Senvice -l
Assignees” Camera models®

Matt Daley & ¥ . Cameras:: Mondocam ZD-89

Tags

california CONSUMErs zd-B9

| sai my ZD-89 1o automatically salact the 150 for me but it always chooses
IS0 100 no matter what the light is like, If | turn it off | can setthe 150
manually with no problem. 15 my camera defactive?

¥

Slena Nenners, 1

Y ou can manage your ticket fields by selecting Manage > Ticket Fields. Here you can deactivate
and reactivate the system fields and add and manage your own custom fields. Additional system
fields are added to the ticket page when you activate additional Zendesk features such as ticket
sharing.

Note: Tickets contain other data that you can access using placeholders and the Zendesk API. For
more information about this additional data, see Ticket data.

Requester

Required. The requester is the person who made the support request. The requester field
displays the user's name and email address. Agents can create a support request for an end-user
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and select the end-user's identity to enter into the requester field (for example, an agent might
open anew ticket for the requester while speaking to them on the phone).

CC

If you alow it, by enabling tickets CCs (Settings > Tickets > CCs), other people can be CC'ed
on tickets. End-users and agents can add CCs. End-users can add CCs when they create email-
based support requests. Agents can add CCs using the CC field when updating the ticket.

Share

As described in Sharing tickets between Zendesk help desks, you can share tickets with other
help desks. Y ou must first establish sharing agreements with other help desks. Once you have,
you can select a help desk to share the ticket with. Thisfield is only displayed if you've enabled
ticket sharing by selecting Settings > Tickets > Ticket Sharing.

Subject

Required. A short description of the support request. When an end-user submits a support
request via email, the subject line of the email is used as the ticket's subject.

Description

Required. Thisisthe description of the support request. When an end-user submits a support
regquest via email, the body of the email request is used as the description. The description
becomes the first comment in the ticket.

Status

There are five values for status: New, Open, Pending, Solved, Closed. A ticket's status can
be set and updated either manually by an agent or via an action in an automation, macro, or
trigger. The status can only be changed to Closed via automations and triggers (not manually).

New means that the request was received but that it has not been opened and has probably not
been assigned to an agent. The New status can indicate that the support team is evaluating it to
determine who should be assigned to resolve it.

Open means that the request has been assigned to an agent who is working to resolveit.

Pending means that the assigned agent has a follow-up question for the requester. The agent
may need more information about the support issue. Requests that are set to Pending typically
remain that way until the requester responds and provides the information the agent needs to
continue resolving the request.

Solved means that the agent has resolved the support issue. Solved tickets are closed, typically,
anumber of days after they have been set to Solved (you can control when your tickets are
closed by modifying the automation that is used to close tickets). Until aticket is closed, the
requester can reopen the ticket. For example, the requester may not agree with the agent that
the support issueis resolved.

Closed means that the ticket is complete and can't be reopened. Requesters however can create
follow-up requests for closed requests.
Type

There are four values for type: Question, Incident, Problem, and Task. Y ou can also set
the type to none, if you wish; it is not arequired ticket field. Setting the type helps you to
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categorize your tickets, which you can then use in your workflow. For example, you can create
views for tickets by their type.

Question isused to indicate that the requester'sissue is a question rather than a problem that
needs to be solved.

Incident is used for occurrences of a problem that affects more than one person. For example,
in a corporate setting, if no one was able to print a document, thisis a problem that would
probably result in many support requests. Instead of handling each ticket separately, you set
one of thetickets to Problem and all the other tickets about the same issue to Incident. When
the problem ticket is solved, all of the associated incident tickets are also solved.

Problem is used to indicate that the requester is having an issue with your product or service
that needs to be resolved.

Task is used when you want to assign the ticket as atask to a specific agent. When you select
Task, you also set the Task Due Date.

Note: If you deactivate the Typefield, al of your tickets will default to Incident.

Priority
There are four values for priority: Low, Normal, High, and Urgent. Y ou can also set the type to
none, if you wish; it isnot arequired ticket field. How you weight the priority of your tickets

is up to you. For example, you might assign aticket to Urgent based on the customer who
submitted the request or based on how many hours have passed since the ticket was created.

Group

A support group can be assigned to aticket. By selecting a group, you also determine which of
your agents can be assigned to the ticket. For example, if you select the Level 2 support group,
you can then only assign an agent that is a member of that group.

Assignee

Required. The assignee is the agent assigned to the ticket. The assigned agent can be changed
at any time. If you also assign a group to the ticket, this determines what agents can be
assigned to the ticket.

Tags

Tags are used throughout the help desk to add additional information to tickets, which can then
be used in your workflow (seeUsing tags). Tags can be added to ticketsin the following ways:

» Agents can manually add tags to tickets. See Manually adding tags to tickets and forum
topics.

» Tags can be added (and removed) by automations, macros, and triggers using the add
t ags, set tags,andrenove tags actions. See Using tagsin macros, triggers, and
automations.

» Tags can be added automatically based on words in the subject and description. See
Automatic ticket tagging.

» Tags can be added to users and organizations and these tags are automatically added to
tickets. See Adding tags to users and organizations.

Y ou can also prevent tags from being added to tickets. See Setting tagging options.
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In addition to these system ticket fields, you can also create your own custom ticket fields. For more
information, see Adding and using custom ticket fields.
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Adding and using custom ticket fields

Y ou can add custom fields to tickets and they can be visible to agents only or to both agents and
end-users. Your visible custom fields appear on your support request form in the Web portal and in
the Feedback Tab. Custom fields are typically used to gather more information about the support
issue or product or service. For example, you may want your customers to also select the model
name and number of your product or provide you with some demographic information.

How can we help you?

Question*

Details*

Name* Your email address”

Please tell us your reason for contacting us

none) :

Model Number

MondoShot 789HD
ZD-89 Digital Pro

Buddha X5 18-M Submit

Y our custom fields can be required or optional. Y ou can make them required just for agents or for
both end-users and agents. Only admins can add custom fields.

Y ou can create the following types of custom fields:

e Drop-down list

e Text

e Multi-line text

e Numeric

e Decima

e Checkbox

* Regular expression
The drop-down list and checkbox custom fields generate tags that can also be used in automations,
macros, triggers, reports, and views (see Custom drop-down list fields and tags). All custom fields
can be referenced as placeholders (see Placeholders for custom fields).

To add custom fields
1. Select Manage > Ticket Fields.
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Select Add custom field.
Select one of the custom field types (see below for more information about the field types).
4. Enter atext field title and the field title that is displayed to end-users. What you enter into the
first will be copied into the second but you can modify the end-user facing titleif you like.
5. Set the availability of the custom field. It can be displayed to agents only or to both agents
and end-users. You can also make it arequired field. Set the following options as needed:
* Required for agents? Select thisif the field is required for the ticket to be solved.
* Visibleto end-users? This option allows end-usersto see the field as aticket
property when they log in to the help desk and view aticket.
» Editable by end-users? Select this to include the custom field on the request form (in
the Web portal and the Feedback Tab).
* Required for end-users? Select thisif thefield is required and must not be blank to
submit the request.
6. Click Add Field.

Table 5: Custom field types

Drop-down list Thisfield alows you to create alist of options for usersto select. Each
option in the custom field is a combination of atitle and atag. Thetitle
isdisplayed to users and the tag is used as aticket property that can be
included in triggers and other business rules.

w N

Y ou can aso organize drop-down list optionsinto categories (see
Organizing drop-down list options).

Department (required)

Production
Logistics
Administration

Text Thisisasimple single line text inpuit.
Department
Sales |
Multi-line text Thisisamultiple line text input.

Dispatch address

48 Burlington Road
KH-1455, Arling

Numeric Thisisfor simple numeric input (no decimals).
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Age (required)

Please be honest.

* |

Decimal Thisisfor numbers that contain decimals.

Suggested price

299.95

Checkbox Thisis used to capture a Y es/No value. Enter atag to be added to the ticket
when the checkbox is selected. Use the tag to filter your views, triggers
and automations.

Want us to call you?
.

Regular expression Y ou can enter a Ruby regular expression to create an input mask to
validate proper entry of numbersin fixed patterns (telephone numbers,
Zip codes, socia security numbers, etc). Here's aregular expression
for aU.S. social security number: \b[0-9]{3}-[0-9]{2}-[0-9]{4}\b. This
expression requires three sets of numbers (0-9 only) in a pattern of 3-2-4
and each separated by a dash. For more information about Ruby regular
expressions, see Rubular.

Product ID
| AOPL-Z3ER-323T-54TY| |

Organizing drop-down list options

Y ou can create drop-down lists that contain up to three levels of organization. Thisis done using the
same technique for organizing macros (see Organizing your macros).

Thetitles of your custom field options contain the categories and selection value separated by double
colons, likethis:


http://rubular.com/
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Title: | Digital S5LR Cameras::Professional:Mondocam XD-81  Tag:  xd-EB0 ﬁ
Title: | Digital SLR Cameras: Professional:Mondocam XD-8  Tag:,  xd-89 ﬁ
Title: | Digital 5LR Cameras::Consumer:Mondocam HD- 10{ Tag:  hd- 1000 ﬁ
Title: | Digital SLR Cameras::Consumer::Mondocam HD=20{ Tag: | hd-2000 ﬁ
Title: | Digital Compact Cameras: Buddha X5 18-M Tag: | xs=18m ﬁ
Title: | Digital Compact Cameras::Mondocam ZD-89 Tag: | zd-89 ﬁ

T |

On the reguest form, the custom drop-down list looks like this:

Camera models*

(mone) |
Digital SLR Cameras | Professional [
Digital Compact Cameras |  Consumer | Mondocam HD-1000

Mondocam HD-2000

Aswith drop-down list options that do not contain categories, your tags should be for the selection
value.

Custom fields and tags

The drop-down list and checkbox custom fields generate tags that can be used in your business rules.
Using the exampl e above, when a MondoCam customer selects a cameramodel, atag is added to
ticket along with any other tags that are added by business rules or user and organization tagging.

Tags

california CONSUMmers hd=-2000

The tag can be used as needed in your business rules. For example, you might use the tag to
automatically assign the ticket to a specific support group. For an example of how to usetagsin
business rules, see Using tags in macros, triggers, and automations.

The custom fields tags are also available as conditions and actions in business rules, which means
that you can directly access the custom fields in your business rules rather than having to access
them using the Tags action or condition.
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Within business hours?
Requester's language...
Requester's twitter followers are. ..
Requester's number of tweets is...
Requester is verified by Twitter

Camera models

Send me the newsletter
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Sharing tickets between Zendesk help desks

Y ou can share tickets from your help desk with other help desks. And, those other help desks can
share their tickets with your help desk. Y ou establish sharing agreements with other help desks and
specify the terms under which sharing can occur, how shared tickets are managed between help
desks.

Ticket sharing allows you to assign tickets to affiliated help desks and their agents either provide
information toward resolving the issue or solve the issue themselves. The ticket status and comments
can stay synced between the tickets in each help desk.

Here's how ticket sharing works:

* Any help desk can invite another help desk to establish a sharing agreement.

« Theinitiating help desk (referred to as the sender) sets the terms of the sharing agreement,
which the receiving help desk can accept or not.

« Sharing agreements are one way. Once the receiver accepts the agreement, the sender may
share tickets with the receiver. For the receiver to share tickets with the sender, they must
create and initiate a sharing relationship with the other help desk.

» The sender can only share aticket with one other help desk. However, the receiver can share
the ticket with a help desk that they have a sharing agreement with.

» A shared ticket becomes a new ticket in the receiver's help desk with a separate ticket ID.

» Theticket status, custom fields, and comments can remain synced between the ticket versions
in both help desks.

» Depending on the terms of the agreement, the receiver help desk may directly communicate
with the ticket requester and solve the ticket.

« Each help desk's business rules remain separate. For example, when aticket is solved the
status can be synced between the two help desks, but when it is closed in each depends on
their own business rules.

* A help desk can automatically refuse to accept al sharing agreement invites.

» Sharing agreements can be cancelled at any time by either the sender or the receiver.

A sharing agreement grants another help desk permission to work on your tickets. Y ou can grant
another help desk one of the two following permissions:

e Make public & private comments, sync status

» Make private comments, do not sync status

Thefirst option alows the receiver help desk to communicate directly with the requester and to
change the ticket status (for example, setting it to Solved). These ticket updates are also reflected in
the sender's version of the ticket.

Note: Although the receiver help desk may be allowed to make public comments and directly
interact with the requester, email notifications will link back to the help desk where the request was
originaly submitted.

The second option (private comments only and no status syncing) limits the other help desk to
providing you with information needed to resolve the support request. For example, imagine a
company that builds something that includes components from other companies. Each affiliated
company (business partner) can set up ahelp desk and a sharing agreement to provide more details
on issues related to the components they supply. In this scenario, the sender help desk controls the
ticket from initial request through to resolution, gathering information as needed from the affiliated
help desk.



86 | Zendesk User's Guide | Tickets and channels

Setting up aticket sharing agreement

To set up ticket sharing an admin creates a ticket sharing invite and defines the terms (permissions)

of the sharing agreement.

Tocreateaticket sharinginvite

1. Select Settings> Tickets> Ticket Sharing.
2. Select Add Sharing Invite.

e Thesharing invite lookslike this:

New Sharing Invite

ifyou dont know
yuch with them to find

Be careful 1o spell the subdomain comectl
whal the recelver's subdomain is, get in i

oul
Comment and status Make public & private comments, sync status | &
permissions =
Allow parner fo make public comments & change the status, or
only private commenis bul do nol allow the syncing of the siabus
Learn morne
Tag synchrenisation Mo, do not share tags between me and the recelver &
Sharing tags can mean soma custom fields are also synced
however, it may increase the amount of tags in either account
Aliow the syncing of custom ¥es, sync custom fields between me and the receiver
fields

Wia will sync custom fields of the same name, and sama valuas

between sender and receiver.

Cancel

Receiver subdomain kongenimagesensors zendask.com or invile an applicaion outside UfZL‘II#.}":‘-.

Send invite

Enter the name of another Zendesk account as the receiver subdomain.
4. Select the comment and status permission. Y ou have two options:

w

* Make public & private comments, sync status
« Make private comments, do not sync status
5. Select the tag synchronisation setting. Y ou have two options:

* No, do not share tags between me and the receiver
* Yes, share tags between me and the receiver

Note: Asnoted on the dialog box, enabling tag synchronising may add more tags to

your help desk.
6. Select the custom fields syncing setting. Y ou have two options:
¢ No, do not sync custom fields between me and the receiver
* Yes, sync custom fields between me and the receiver
7. Click Send Invite.




Zendesk User's Guide | Tickets and channels | 87

Thereceiver is notified of the invite on their Ticket Sharing page, as shown here:

Receiving agreements (1)

view

The receiver can view the terms of the sharing invite and either accept, decide later, or decline the

agreement.
Ticket Sharing Agreement Invite k

Entering agreement with
Comment and status permissions
Tag synchronisation

Allow the syncing of custom fields

Decline agreement Decide later or  Accept agreement

[ 7

When accepted, both help desks can immediately share tickets.

If you decline an agreement, the sender is free to try again at another time. If you don't want to
establish sharing agreements with any other help desks, you can set your account to automatically
decline invites (see Opting out of all sharing invites). Y ou can also deactivate sharing agreements at
any time (see Deactivating a sharing agreement).

All of your sharing agreements (accepted, pending, and rejected) are displayed on the Ticket Sharing
page.

Sharing a ticket

Once the sharing relationship is established, it's easy to share tickets with another help desk. Agents
and admins can share tickets.

Toshareaticket

1. Select aticket to share.
2. Click Share, which islocated next to the requester's name below the ticket ID.
3. Select the help desk you want to share the ticket with, as shown here:
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Question #290 v apply macro

Ticketrequester May-23 13:56

Requesier Ticketrequester@somecompany.com - change

Share ticket ¥ Select Agreement

MondoCam @ Zendesk

Subject

High ISO noisyness

Status Type Priority
Open ¥ Question = Normal =
Tags

4. Update the ticket by clicking Submit.
When the ticket has been shared, thisisindicated in the ticket as shown here:

Questlﬂn #290 = MendoCam @ Zendesk

The sharing icon indicates, viathe green arrow, that the ticket has been shared to another help desk.
Likewise, any tickets that have been shared to you will show the name of the help desk that shared
the ticket.

Depending on the permissions defined in the sharing agreement, the ticket status and comments may
remain synced between the two help desks. The ticket's events and notifications log will indicate
when aticket update occurred due to ticket sharing.

Unsharing aticket

Y ou can unshare aticket that you've shared with another help desk. Doing so means that the
previously shared ticket will become an ‘orphan’ in the receiver's help desk. In other words,
unsharing doesn't automatically remove the ticket from the receiver's help desk. Rather, the
receiving help desk needs to manage the orphaned ticket out of their queue using their own business
rules.

Tounshareaticket

1. Select theticket you want to unshare.

Click Edit/Share, which islocated next to the requester's name below the ticket ID.

Select the Unshar e ticket action.

Optionally, add a private comment to the receiver explaining why you're unsharing the ticket.
Update the ticket by clicking Submit.

arwDd
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Opting out of all sharing invites

If you decide that your help desk will not share tickets with any other help desk, you can chooseto
opt out of all sharing invites.
To opt out of sharing invites

1. Select Settings> Tickets> Ticket Sharing.
2. Inthe section Opt out of sharing, select the Decline all sharing agreement invites.
3. Click Save Tab.

With this option set, you will never be informed of a sharing invite.

Deactivating a sharing agreement

Sharing agreements can be deactivated by either the sender or the receiver at any time. Deactivated
agreements can't be reactivated, but both help desks are free to invite the other to accept a new
sharing agreement.

To deactivate a sharing agreement

1. Select Settings > Tickets > Ticket Sharing.
2. Locate the agreement you want to deactivate and then select View.
3. Click Deactivate Agreement.

Y our agreement partner will be informed of the deactivation via email and thiswill also be reflected
on their Ticket Sharing page. All tickets shared before the agreement was deactivated remain in
sync. Deactivating an agreement means that no new tickets can be shared.

Referring to shared tickets in business rules

Tickets that have been created in your help desk viaticket sharing can be referenced as conditions
in automations, triggers, and views. The conditions Ticket source and Ticket update via include
Ticket sharing asavalue.

Y ou can create aview of the tickets generated from ticket sharing, asin this example:

View title

Tickets from sharing

Meet all of the following conditions:

1Y

Ticket channel ] Is H Ticket sharing

Status H Less than H Closed = g

Thiswill show you all the tickets that were shared to you. If you want to create aview of the all
tickets you shared to another help desk, you can add atag to the tickets and create business rules
from that.
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Y ou can create automations or triggers that include the ticket sharing conditions. Again, using
Ticket sourceis Ticket sharing or Ticket update via Ticket sharing as a condition you can create
atrigger to escalate the shared ticket to a specific support group, to add tags, and so on.
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Setting up Zendesk Voice

The Zendesk Voice channel integrates live telephone support into your help desk. Agents make
themselves available to receive calls and their conversations with customers are recorded and added
to tickets. When agents are unavailable, customers leave voicemail messages that automatically
become tickets containing the voicemail recording and a transcription. The Zendesk V oice workflow
isdescribed in Using Zendesk Voice.

Setting up the voice channel means selecting a tel ephone number for incoming calls and then setting
your call queuing options and recorded greetings. Y ou'll also want to create business rules to track
and manage voice tickets.

Only an administrator can set up the voice channel.

Voice trial, subscription, and billing

Zendesk Voiceisavailable to all subscription plans. When you set up the voice channel, your first
$1.00 of call activity isfree. Once your free credit has been used, you need to subscribe to Zendesk
Voiceto continue using it. Y ou can subscribe by selecting Settings > Account > Subscription.

Zendesk Voiceis billed separately from your Zendesk subscription; you can subscribe to Zendesk
Voice on your account's subscription page under Settings > Account. Y ou pay monthly for calls
made through Zendesk Voice. All calls are rounded up to the nearest minute.

Zendesk Voice offers rates based on the call coststhat Twilio, our service provider, charges for
accepting callsto your Zendesk Voice number, forwarding phone calls to support agents, and
transcribing voicemails.

A phone call between a customer and support agent in Zendesk consist of two legs: an inbound

leg, where the customer calls your Zendesk V oice phone number, and aforwarding leg, where
Zendesk forwards the phone call to a support agent's phone line or browser. A voicemail consists of
an inbound leg and a transcription cost if you have elected to transcribe voicemails. The cost of each
call isthe sum of each call leg.

The following table describes our current pricing.

Inbound call, forwarded to agent browser 1.6¢/min
Inbound call, forwarded to agent phone 3.8¢/min (US, Canada and UK landline)
21.3¢/min (UK mobile)

Voicemail 1.3¢/min
Voicemail transcription (optional) 5¢/min

Getting started, selecting a telephone number

Thisfirst step in setting up your voice channel isto choose a telephone number for your customers
to call for support. You can select alocal US, Canadian or UK telephone number. If you have an
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existing telephone number that you already use for support, you can forward that number to the
Zendesk voice number.

To select a Zendesk voice telephone number

1. Select Settings > Channels > Voice.
2. To select atelephone number, click Choose a phone number for your Zendesk.

Choose your phone number
Customers who call your phone number can leave
volcamail tickets or speak with an available agant.

Wi currently support local phone numbers in the US and
Canada.
"

Salect your country United States 3

Search by area code 415

Search numbers

3. Enter an area code and then click Next.

Choose your phone number

Select your country United States %
Search by area code 415
Search again

Axallable numbers in 415 area code
(=) (415) T42-2980
(O (415) 683-T903
() (415) 683-7911
() (415) T02-3288
() (415) 6B3-T924

Next 5 »

Continue

4. Select aphone number and then click Choose Number .

Note: Select a number that you're happy with because changing it requires contacting Zendesk
Support.

Once you've selected a phone number, the voice channel settings are displayed.
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@ Your phone number 415-742-2980 is now aclive.

Channels / Voice

Capturing veoicemail and live call recordings will help your agents qualify and respond to support requests

quickly and accurately. Add a phone number to your account and capture phone calls along with the rest
of your support requests.

General Settings Greetings Call Activity Call History

Enable Voice? ®vYes O No

Enabling voice allows agents to become available 1o
answer calls. Your phone number can still accapt
volcemails with this setting disabled

Phone Number 415-T42-2980

This Is your Zendesk phone number. Your cuslomers can
call this number directy. Allarmatively, forward support
calls to this number from your existing phone system.

Calls to this phone number are routed to volcemail or your
available support agents, starting with the most idle agent
first. Agants can answer calls directly in the embaddad
browser client or at the phone number listed in their user
profile.

The voice settings contained in these tabs are described in the following sections.

Enabling the voice channel and configuring the general
settings

To enable the voice channel, select Enable Voice > Yes. You'll also want to configure the following
voice settings.

Maximum queue size  Your call queue size determines how many incoming callswill be kept
waiting for an available agent before being sent to voicemail.

Y ou can select one of the following queue sizes:

0
e 2
5
« 10
« 15

Maximum queue wait  Callers who wait longer than the time specified in the maximum queue
time wait time are sent to voicemail.

Y ou can select one of the following wait times:

¢ 1 minute
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e 2 minutes
* 5 minutes
¢ 10 minutes

New live call Enabling this option allows the requester to see recordings from live calls
recordings are public?  that are added to tickets.

Only route callsduring  Enabling this option routes calls to available agents only during your
business hours? account's configured business hours. Outside of your business hours, all
calls are sent directly to voicemail.

If you haven't aready done so, you can configure your business hours by
selecting Settings > Account > L ocalization > Business Hours.

These settings can be changed at any time. For example, during especially busy times you might
want to increase the size of the queue or the maximum wait time.

Selecting voice greetings

The Voice channel provides recorded greetings for routing callers to voicemail, to acknowledge
incoming calls and to tell users that an agent will answer shortly, and also hold music.

General Settings Greeatings Call Activity Call History

Voicemail greeting Default $ PPlay

When no agents are available to accept phone calls,
callers will hear this recording prior to leaving a voicemail.

Available agents greeting Default + PPlay

When agents are available to accepl phone calls, callers
will hear this recording as they are routed 1o an available
agenl

Wait greeting Dafault *+ b Play

If a caller is walting for an available agent, they will hear
this recording after they hear the avallable agents
greeting

Submit

If you prefer to use your own custom greetings, you can choose to record new messages using a
telephone or select an existing audio file.

To create a custom greeting
1. Select the Voice channel Greetingstab.
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2. For each greeting you want to change, click the greeting drop down list and select Create
custom greeting.
3. To create anew greeting viatelephone, click Record using a phone.
» Enter atelephone number. Y ou'll receive acall at this number prompting you to
record and save your new greeting.
4. To select aprerecorded audio file, click Upload an audio file.
* You'll be prompted to select and upload afile. Both WAV and MP3 files are
supported. The maximum file sizeis 10 MB.
5. Saveyour changes by clicking Submit.

Using the call activity dashboard

The call activity dashboard displays data about the call queue and your agents' voice channel
activity. The time data in the dashboard is displayed in minutes and seconds.

General Settings Greetings Call Activity Call History

Current Queue Activity
Calls Waiting Average Wait Time Longest Wait Time
5 03:12 08:24

Queue Activity, Last 24 Hours

Total Calls Most Calls Waiting Average Wait Time
94 8 06:24
Longest Wait Time Average Talk Time

06:46 03:12

Agent Activity, Last 24 Hours

Agent Time Available Calls Accepted Calls Denied Calls Missed Avg Talk Time
Aaron Moare m 21:51:56 16 3 2 04:32
Langstan Carletti 00:00 i} 0 0 00:00

Three sets of data capture the current queue activity, activity over the last 24 hours, and activity for
each agent. Current queue activity and agent activity are updated every 5 seconds. Agent activity
over the last 24 hoursis updated every 5 minutes. This datais described in the following tables.

Table 6: Current queue activity

Cdlswaiting  The current number of callersin the queue waiting for the next avail able support
agent.
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Averagewait The average wait time for all callers who are waiting for an available agent.
time
Longest wait  The longest wait time for any caler in the queue.
time
Table 7: Queue activity, last 24 hours

Tota calls Thetotal number of phone calls to your Zendesk phone number in the last 24
hours.

Most calls The largest the call queue has been in the last 24 hours.
waiting
Averagewait The average wait time in the call queue, across all calls, in the last 24 hours.
time
Longest wait ~ Thelongest any caller has waited in the call queuein the last 24 hours.
time
Averagetalk  The average length of live phone call conversationsin the last 24 hours.
time

Table 8: Agent activity, last 24 hours

Agent The agent's name and status. An agent can be in one of the following four states:
Not Available meansthat the agent is not available to take phone calls.
Available means that the agent is available to take calls.
On Call means that the agent is unavailable because they are on another call.

Wrap Up indicates that the agent has completed the last call but are busy
updating the ticket and are therefore currently unavailable to take another call.

Time available The tota time the agent has been Available, On Call, and in Wrap Up in the last
24 hours.

Callsaccepted The total number of phone calls the agent has accepted in the last 24 hours.

Callsdeclined The total number of times the agent has declined an incoming cal in the last 24
hours.

Callsmissed  Thetotal number of times an agent has not answered their phone and the call was
routed to the next available agent in the last 24 hours.

Averagetalk  The average length of al live phone calls answered by this agent in the last 24
time hours.

Reviewing call history

The Call History Tab listsall call activity and the billing for your help desk. The history will be
displayed by billing period (a billing period is 30 days) with atotal of one year of billing data always
available for your reference. All calls are rounded up to the nearest minute.
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General Settings Greetings Call Activity Call History

ID- DateTime From Answered By  Answered At Minutes Charge
2398 08/31/111 03:02 PM +1 (415} 418-7508 Voicemail +1 (415) 237-0905 1 $0.05
2391 083111 02:54 PM +1 (415) 418-7506 Voicemail +1 (415) 237-0905 1 50.05
2386 0B8/311102:53 PM +1 (415) 418-7506 Voicemail +1 (415) 237-0905 1 $0.05

The data contained in the call history is described in the following table.
Table 9: Call history data

ID Thisisthe call transaction ID and is used for billing purposes.
Date/Time The date and time the call was received.
From If the caller has already been added to your help desk and their user profile

contains the telephone number they are calling from, then this column will display
their name. If not, the caller's telephone number is displayed. If the caller blocks
their number, you'll see 'Unknown'.

Answered by  Thisiseither the name of the agent who answered the call or, if the call was
unanswered, 'voicemail' is displayed.

Answeredat  Thisiseither the help desk support number or the agent's tel ephone number.
Minutes Thetotal number of minutes the call lasted.
Charge Thetotal charge for the call.

Testing your voice channel

Y ou can test your new support phone number selecting your availability and then calling the
number. When you enable the Zendesk V oice channel, a voice menu is added to the top menu bar.

E VIEWS F

" Available via browser &
Available at 415-682-5501

Not Available

Each availability option allows you to test different aspects of using the voice channel. The first
option directs the call to the browser. The second availability option forwards the call to the
telephone number in your user profile (this number is never visible to callers). When Not Available
is selected, the call is sent directly to voicemail or routed to the next avail able agent.

Totest voicemail

1. Select Not Available.
2. Call your support phone number.
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3. You'll hear the voicemail greeting. Leave a message.
4. Check your ticket view and you'll see a new ticket that includes the voicemail recording and
atranscription.
Totest alivecall
1. Select Available via browser or Available at <your phone number>.

2. Call your support phone number.
3. The call console will be displayed in the lower right corner of the web browser.

415-418-7506

- Caller (415-418-7506)

,L_:, 3 unsolved tickets

4. If you selected Available via browser, click Accept to pick up the call. If you redirected
callsto your telephone, your phone will ring and you'll be prompted to accept the call.
Once you do, aticket is created. Theincoming call workflow is described in detail in Using
Zendesk Voice.
Setting up business rules to track and manage voice tickets

To track tickets received viathe voice channel or include them in your business rules, the Ticket
channel condition returns both tickets generated via voicemail and incoming phone calls. For
example, to track all voice channel tickets, you can create aview using Ticket channel isVoicemail
and Ticket channel is Phone call (incoming).

View title

New voice tickets

Meet all of the following conditions:

Mew

o

Status s Is

It

Meet any  of the following conditions:

I

Voicemail

Ticket channel H Is

an
w
L1

Ticket channel Phone call (incoming) % ﬁ
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The Ticket update via condition can also return voicemail and incoming phone calls.

Y ou can also create reports using both the standard Zendesk reporting and also GoodData reporting.
In GoodData, you can report on tickets by type, which of course also includes tickets generated from
incoming phone calls and voicemails.

Agents allowed to accept phone calls

All agents can accept phone calls once Zendesk V oice has been enabled for your help desk. In the
Enterprise version of Zendesk, you can choose the agent roles that are allowed to useit. By default,
al the pre-defined agent roles, not including Light Agents, have permission to answer phone cals.

Channels @ Can answer chat requests

Can make himselfherself available for end-users's chal session requests

# Can access Twitter saved searches

Can access Tweets from the Twitter saved search stream
# Can answer phone calls

Can make himselfherself available to answear and-users calls

Y ou can modify the predefined roles or create new roles that include, or exclude, the permission to
accept phone calls. For more information, see Custom agent roles.
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Using Zendesk Voice

Once your voice channel has been set up and enabled (see Setting up Zendesk Voice), your help desk
is ready to accept live phone calls and voicemails. The voice availability settings are added to the top
menu bar.

« Available via browser k
Available at 415-692-5501

Mot Available

By default, each agent's availability is set to Not Available. When no agents are available, all calls
are sent to voicemail and new tickets are automatically created for each. Agents can review these
and complete and assign the tickets based on your workflow.

When you're ready to accept live phone calls, you have two availability options. Y ou can answer
phone calls within Zendesk and your Web browser or you can redirect incoming callsto the
telephone number in your user profile (if you've added oneto your profile).

The incoming call workflow: how live calls and voicemails
become tickets

All of the agents that make themselves available to take calls are added to a pool of available agents.
Calls are queued and routed according to the following rules.

1. If anew incoming call exceeds the maximum queue size (see Enabling the voice channel and
configuring the general settings), the total number of callsthat are allowed to wait in the queue, the
caller is sent to voicemail.

2. If anew incoming call iswithin the limits of the maximum queue size, the caller is queued for the next
available agent. The caller can dia 1 at anytime to leave a voicemail.

3. If al the available agents are busy with other calls, callers are queued up to the maximum queue wait
time (see Enabling the voice channel and configuring the general settings). Once they exceed that wait
time, callers are sent to voicemail.

4. The next available agent is the one who has been available the longest without accepting a phone call
(the most idle agent). Thisisthe agent that receives new incoming calsfirst.

5. If the most idle agent does not answer the phone within 30 seconds or declines the call, it is placed
back into the queue to wait for the next most idle agent. This continues until al available agents have
accepted calls. Once this occurs, new incoming calls are handled based on the queue settings, as
described in the previous steps.

Until an agent picks up the call, the caller hears the available agents and wait greetings (see
Selecting voice greetings).
Receiving a call

When you receive an incoming phone call, the call console is displayed in the lower right corner of
the help desk. If you choseto receive calls at your telephone number, rather than through Zendesk,
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your telephone will ring and you can accept the call by following the voice prompt or by clicking
Accept in the call console.

415-418-7506

~ Caller (415-418-75086)

L_I) 3 unsolved tickets

If you don't answer within 30 seconds or if you decline the call, it is placed back into the queueto
wait for the next available agent.

Identifying the caller and handling new user accounts

Calls received from new, unknown users generate new user accounts that are identified only by the
telephone number they are calling from. To communicate via email with these users going forward,
you need to ask your callers for their email address while you're on the call with them and edit that
new user account. You can do that from within the ticket while you're on the phone with them by
clicking User Profile> Edit or after you've completed the call. Y ou can also open the help desk in
two browser windows or tabs and edit the user's profile while you're on the call.

Each user must have a unique telephone number; thisis how Zendesk Voice identifies them when
they call in. Therefore, the user's profile phone number must be their direct line. If the user hasn't
aready done so themselves, you should verify that the number they are calling from istheir direct
line and then select the Direct Line option in the user profile, as shown here:

Phone 415-418-75086

Enter your phone number here to accept Zendesk Voice
calls at your office phone or mobile phone. Only local US
and Canada phone numbers are supported at this time.

# Direct Line What is this?

Setting a telephone number as a user's direct line means that the number cannot be used by any other
users in the account.

If the caller is an existing end-user and their number has been added to their profile as their direct
line, their name is displayed in the call console.
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415-418-7506

-~ Matt Daley
u 3 unsolved tickets

Unknown users can also actually be existing users if they're calling from a telephone number that
they haven't added to their user profile. In this case, you can merge the new user account with their
existing user account. For more information, see Merging a user's duplicate account.

Accepting a phone call

When you receive acall, you have the option to accept or decline the call. If you don't accept the call
within 30 seconds, it is placed back into the queue. Declining the call also places it back in the queue
to wait for the next available agent. When you accept the call, the call console begins recording the
call and aticket is created.

415-418-7506

A ticket has been created: #61

#  Caller (415-418-7506)

L_j 4 unsolved tickets

While speaking with the caler, you can click the link to the newly created ticket and enter
information as needed as a comment. The call console remains visible in the lower right corner.
While on the call, you can mute and unmute as heeded by clicking the microphone icon in the top
right corner of the call console.

To end the call, click End call. If you've redirected the call to your telephone you can also end the
call by hanging up.
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Call ended

A ticket has been created: #G61

[ 01:25

#  Caller (415-418-7506)

L_I) 4 unsolved tickets

In this state, with the call ended and the call console still open, you're considered to be in wrap up
and are unavailable to take more calls. This allows you to complete annotating and setting the ticket
properties before moving on to the next call. When you click Close and accept new calls, you're
placed back into the pool of available agents.

Completing the new voice ticket

When you accept the phone call a new ticket is created (as shown above). Y ou can click the link
to the ticket and simultaneously speak with the caller, add a comment to the ticket, and update the
ticket properties.

By default, when you answer acall you are assigned to the ticket. This overrides any triggers you
have that also set the assignee.

When aticket is created, a private comment isimmediately added that includes the following
information:

we Call from: 415-418-7506
Time of call: Sep-08 2011 02:05:15 pm
Answered by Lawrence Daley

The user won't see this comment of course, since it's private, but creating a new ticket fires the
Notify requester of received request trigger and sends the user an email notification confirming
that aticket was created. Thisonly occursif the call isfrom aknown user whose account contains
their email address. If the caller is unknown, email notifications aren't sent until you've updated their
user profile with their email address. In the first case you might not want an email notification to be
sent until you've updated and submitted the ticket. This can be done, by an administrator, by editing
the Notify requester of received request trigger to exclude tickets received from the Phone call
(incoming) channel. For more information, see Setting up business rules to track and manage voice
tickets.
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When you update the ticket by clicking Submit, the recording of your conversation is added as a
new public comment. If you added a public comment with a summary of the support issue, both
public comments are added at the same time.

Phone Call from Caller [415-418-7506)
[ oo:45 | 1

Call Details

Call from: 415-418-7506

Time of call: Sep-09 2011 12:06:42 am
Answered by: Lawrence Daley

Length of phone call: 1 minute, 16 seconds

o Thanks for your call. You said that you're unable to attach a third party wireless flash trigger
(Wireless Flash 180) to your camera. The model is listed as being supported. | need to
follow up with hardware and get back to you about this issue.

Thanks for contacting MondoCam Support!

Since two public comments were added, two ticket notifications are sent to the user. Y our voice
channel can be configured to prevent users from accessing the live call recordings (see Enabling
the voice channel and configuring the general settings). If you've allowed the recordings to be
accessible, the user can click alink to the recording from the notification email or by accessing the
ticket in the help desk Web portal.

Note: Unlike voicemail tickets, live call recordings do not include a transcription.

When the caller leaves a voicemail

When no agents are available or the incoming calls exceed the maximum queue size or wait time,
callers are sent to voicemail. Each voicemail message automatically becomes aticket. If the call
isfrom anew or unidentified existing user, a new user account is created (you can merge the new
account with the user's existing account). Tickets generated from a voicemail message contain the
voicemail recording and a transcription. V oicemail messages can be up to 3 minutes long.



Zendesk User's Guide | Tickets and channels | 105

Ticket #58 ¥ apply macro | nexts
Caller (415-418-7506) - edit/ share Sep-0101:29 415-237-0905
Subject

Voicemail from Caller (415-418-7506)

Status Type Priority Group Assignes*
New E - 2 - H H H]
Tags
Voleamaill from Caller {415-418-7508)
B oo:1& | 1IN
Call Detalls

Call from: 415-418-7508
Time of call: Sep-01 2011 01:29:54 am
Length of phone call: 21 seconds

Transcription
Hi __. | need same halp with my mondocam xd 83 . please call me back as soon as possible thanks
.. bya __oh .. my number s 41541875086

In this example the caller is unknown and only identified by their telephone number; therefore they
will not receive the received reguest email notification since the new user account doesn't contain
their email address. Existing users who leave voicemails receive a notification just asif they had
submitted a supported request via the other ticket channels.

To track al calsthat have resulted in voicemails, you can set up aview (see Setting up business
rulesto track and manage voice tickets).

Y ou can either manually, or using business rules, update voicemail tickets as needed and then
respond to the caller.

Note: Zendesk Voice does not support making outbound calls.

Merging tickets when a new call is about an existing ticket

Y ou may often find that callers are contacting you about an issue for which aticket has already been
created. To handle this situation, just conduct the call and add comments as needed to the new ticket.
Y ou can then merge the new ticket with the existing ticket.

Tomergetwo tickets

1. Select and open the ticket you want to merge into another ticket.

2. Near the Submit button, where the ticket update options are available, click the drop down
list and select Mergeinto another ticket.

3. You can search by ticket number for the ticket you want to merge this one into. Or, you can
select aticket from the list of the user's other tickets.

4. After you've selected the ticket, click Confirm and Merge.



106 | Zendesk User's Guide | Tickets and channels

Searching for voice tickets

Y ou can search for tickets that were generated from phone calls and voicemails. Y ou can also search
for a user'stickets using their phone number.

Using the vi a keyword in a search you can search for either phone call or voicemail tickets, asin
the following examples.

vi a: voi cenai
vi a: phone_cal | _i nbound

If you want to search for a user'sticket using their telephone number, you can use a search statement
likethis:

requester: +14154187506 st at us: new

For more information about searching the help desk, see Zendesk search reference.
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Creating ticket handling shortcuts with macros

A simple and effective way to streamline your help desk workflow is to create macros for support
requests that can be answered with a single, standard response. This saves your agents the time and
effort of crafting a separate response to each customer that has the same issue.

Macros can be created from scratch or you can base them on existing tickets. Macros contain
actions, which can be updates to ticket properties and comments to both customers and the support
staff. Macros are manually applied to tickets by agents.

There are two types of macros: personal macros (created by an agent or admin for their own use) and
shared macros (created by an admin for everyone'suse). A personal macro isonly visibleto and can
only be used or modified by the agent or admin who created it. Admins can create shared macros
and also modify all shared macros, regardless of who created them.

Macros can also be organized into categories to help the support staff quickly locate and apply them.
For more information, see Organizing your macros.

Zendesk macros to get you started

Zendesk provides a number of macrosto get you started. Y ou can view these macros by selecting
Manage > Macr os.

Close and redirect to topics

This sets the ticket statusto closed if it is an incident of a known problem, informs the
requester via a comment that the ticket has been closed and recommends that they visit the
forums for more information about the incident.

Customer not responding

Thisisareminder that can be sent to the requester if they have not responded to a request for
more information on a pending ticket.

Downgrade and inform

This tells the requester that the priority of their request has been downgraded to low and that
there may be some delay in resolving their request.

Take it!

This macro is a shortcut for agents to assign a new request to themselves.

Y ou can use these macros asis, edit them, or clone them to make copies that you can modify and
repurpose.

Creating macros

Unlike triggers and automations, macros only contain actions, not conditions. Conditions aren't
used because nothing is automatically evaluating tickets to determine if a macro should be applied.
Agents evaluate tickets and apply macros manually as needed.

To add a per sonal macro (agentsand admins)



Select Manage > M acros.
Select Add Macro.

. Click Add Macro.
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Enter the title and add actions for your macro (described below in Building macro action statements).

dd a shared macro (admins only)
Select Manage > M acr os.

Enter the title and add actions for your macro (described below in Building macro action

4. If you're an admin, you can set the macro availability to the following:

e All agents

e Agentsin group (and then select agroup by name). This option isonly availablein
the Zendesk Plus+ plan.

« Meonly

5. Click Add Macro (or Update Macro, if you' re editing the macro).

Building macro action statements

Using macros you can set ticket properties, add or modify tags, and add comments.

Table 10: Actions

Status

Priority
Type

Group

Theticket status can be set to the following:
Open indicates that the ticket has been assigned to an agent.

Pending indicates that the requester has been asked for information
and the ticket is therefore is on hold until that information has been
received.

Solved indicates that the customer’ s issue has been resolved.
Tickets remain solved until they are closed.

The priority can be set to L ow, Normal, High or Urgent.

The type can be set to the following:
Question

Incident indicates that there is more than one occurrence of the
same problem. When this occurs, oneticket is set to Problem and
the other tickets that are reporting the same problem are set to
Incident and linked to the problem ticket.

Problem is a support issue that needs to be resolved.
Task isused by the support agents to track various tasks.

Note: It's currently not possible to link incident tickets to problem
tickets or set task due dates using the task action in macros.

Y ou can set groups to any of the following:

(—) isused to unassign a group (if one has already been assigned)
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Assignee

Set tags

Add tags

Remove tags

Comment/description
Comment mode
Custom fields

(current user’sgroups) isal the groups to which the agent who is
updating the ticket belongs.

Group name isthe actual name of the group that is assigned to the
ticket.

Y ou can set assignee to any of the following:
(—) isused to set assignee to no one (unassigned)

(current user) isthe last person to have updated the ticket,
which is not necessarily the same person who is assigned to the
ticket. The current user (whoever updated the ticket last) changes
whenever the ticket is updated.

Assignee name isthe actual name of the person assigned to the
ticket.

Thetags you want to insert into the ticket. The set tag action
replaces the current tags. Tags must be separated with spaces.
Multi-word tags must be joined with an underscore (for example,
about_sales).

The tags you want to add to the existing list of tags (if any). Tags
must be separated with spaces. Multi-word tags must be joined
with an underscore (for example, about_sales).

Thetags that you want removed from the existing list of tags
contained in the ticket (if any). Tags must be separated with spaces.

The text of the email notification.
Public or Private. Only agents can view private comments.

Custom fields that set tags (drop-down list and checkbox) are
available as actions. Y ou can select the drop-down list values and
Yesor No for checkboxes.

Creating macros from existing tickets

Y ou can create a macro from an existing ticket, which enables you to, for example, create a standard
response to an issue that has already been addressed. Agents can only create personal macros from
tickets. Admins can create shared macros from tickets.

To createamacro from an existing ticket

1. Select theticket you want to base the new macro on.
. Select the ticket update option called Update ticket and add as macro.

2
3. Click Submit.
4

. Enter atitle for the new macro and then modify the actions as needed. Y ou might want to
rewrite the comment to be less specific to the original request and more appropriate for reuse.

5. Select Add Macro.
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Applying macros to tickets

Y ou manually apply macrosto tickets. Typically, you apply one macro to one ticket. However, you
can also apply amacro to more than one ticket at atime and you can also apply more than one macro
to asingle ticket.

To apply amacroto aticket

1. Select aticket.

2. Select amacro from the Apply Macro menu. The ticket properties will be updated.

3. Edit the macro if needed (for example, personalizing the comment if one has been added).
4. Click Update Ticket.

To apply a macro to morethan oneticket at atime

1. Select aview that contains the tickets you want to apply the macro to.

2. Select the table view of the tickets.

3. Thetable view contains a selection checkbox (on the right side). Select tickets from the list or
select them all using the selection checkbox in the table header.

4. Select amacro from the Apply Macro menu. Ticket properties for all selected tickets will be
updated.

5. Click Update Selected Tickets.

To apply morethan one macro at atimeto aticket

1. Select aticket.

2. Select amacro from the Apply Macro menu. The ticket properties will be updated.

3. Select a second macro from the Apply Macro menu. The ticket properties will be updated
again.

4. Click Update Ticket.

Note: Keep in mind that what one macro does to the ticket can easily be undone by another macro.
So why would you apply more than one macro to aticket? A typical use case is aticket that contains
more than one question or issue, let's say two in this example. Y ou might have set up two macros
that both insert acomment into aticket to answer each issue separately. By applying each macro to
the ticket you add two comments and address both issuesin a single response.

Editing and cloning macros

Y ou can edit and clone macros. Cloning a macro creates a copy that you can modify and repurpose.
Agents can only edit and clone their personal macros. Admins can edit and clone their personal
macros and all shared macros.

To edit amacro

1. Select Manage > Macros.

2. Locate the macro you want to edit and select Edit.
3. Modify thetitle and actions as needed.

4. Click Update Macro.

Tocloneamacro
1. Select Manage > Macros.
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2. Locate the macro you want to clone and select Clone. This command appears when you
move your mouse over amacro in thelist.

3. Enter anew title for your macro and modify the actions as needed.

4. Click Add Macro.

Deleting and deactivating macros

If you decide that you no longer need a macro you can either delete it or deactivate it. Deleting it of
course means that it's gone and can’t be retrieved. Y ou can instead deactivate a macro so that it does
not appear in the Apply Macro menu and therefore cannot be used. Deactivated macros are listed

in a separate table on Manage > Macr os and can be reactivated if needed. Agents can only delete
and deactivate their personal macros. Admins can delete and deactivate their personal macros and al
shared macros.

Todeleteamacro

1. Select Manage > Macros.
2. Locate the macro you want to delete and select Edit.
3. Click Delete.

To deactivate/r eactivate a macro

1. Select Manage > Macros.

2. Locate the macro you want to deactivate and select Deactivate. This command appears when
you move your mouse over the macro in the list of macro. The macro is deactivated and
displayed in thelist of inactive macros.

3. Toreactivate the macro, select it from the list of inactive macros and select Activate.
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Organizing your macros

Most helpdesks create and use lots of macros. Asyour list of macros grows, you may find it difficult
to quickly locate macros when you' re trying to apply one to aticket. Y ou can remedy this by
organizing your macros into categories. Y ou do this by including the categories in your macro titles
and separating them with two colons, asin this example:

Macro title

Assign to::me::guestion
Y ou can create up to three levels of categories. This macro title indicates that you' re assigning the
ticket to yoursalf and setting the Type property to Question.

The Apply Macro menu (available when you' re creating and updating tickets) automatically
displays categorization like this:

* apply macro User profile — menge

Assign to me imcident
Close and redirect to T T 7| problem
toiples d or Closed | oaction
Customer not responding Assignad 1o you (uy

Dewngrade and |nform
Intranet |s down
Take It!

Reordering the list of macros

Y ou can aso reorder your list of macros, which affects what you see in the Apply Macr o menu.
Agents can only reorder their personal macros. Admins can reorder their personal macros and all
shared macros.

Toreorder thelist of macros

1. Select Manage > Macros.

2. Click Reorder. You'll find this at the end of the list of active macros.
3. Click and drag macros to new locations.

4. Click Done.

Note: Reordering your list of macros does not bear the same risks as reordering triggers and
automations because macros are executed one at a time by agents as needed, not automatically when
aticket is updated (trigger) or when an automation has been set to execute based on an event in time.
Reordering the list of macros simply reorders thelist in the Apply M acro menu.
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Streamlining workflow with ticket updates and triggers

Triggers are business rules you define that run immediately after tickets are created or updated. For
example, atrigger can be used to notify the customer when aticket has been opened. Another can be
created to then notify the customer when the ticket is solved.

Only admins can create and manage triggers.

Triggers contain conditions and actions. Y ou combine these to create ‘if’ and ‘then’ statements (if
the ticket contains a certain set of conditions then the actions make the desired updates to the ticket
and optionally notify the requester or the support staff). Y ou build condition and action statements
using ticket properties, field operators, and the ticket property values.

There are two types of conditions—all conditions and any conditions. The all conditions, asyou’'ve
probably already figured out, must all be true. If any of the condition statements fail (are not true),
the trigger will not act on the ticket.

Meet all of the following conditions:
Ticket is... T Created 5

-

Status E Is not H Solved =

Additionally at least one of the any conditions must also be true. For example, you might want a
trigger to act only on tickets that are submitted from alist of specific email addresses, asin this
example:

Meet any of the following conditions:

Ticket received at... H sales mondocam.zendesk.com

Ticker received at... - Suppor mandocam. Zendask.com

If either of these conditionsistrue, the trigger will fire. If you use only one condition in the any
section, it will behave like an all condition and therefore must be true for the trigger to fire.

Action statements follow the same format, but rather than testing for conditions to be true or not,
actions set ticket properties and send email notifications, asin this example:
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Perform these actions:

Email user H (requester)

L

Email subject:
Reguest received: {iticket.title]]
Email beosdy:
Your request (#{{ticket.id]}) has been received, and is being reviewed by our support staff.

To review the status of the request and add additional comments, follow the link below:
it {{ticked. uril}

{{ticket.comments_formatted]}}

View available placeholders »

Each time aticket is created or updated all of your triggers run; therefore, as you're creating triggers
you need to think about the order of triggers because an action in one trigger may change aticket
property that was changed by ancther trigger. If you're not careful, this can result in multiple email
notifications being sent, which can create confusion for your customers.

Zendesk triggers to get you started

To help you get started with triggers, Zendesk provides you with a set of triggers and mail
notifications that are best practicesin atypical help desk workflow. To view these triggers select

Manage > Triggers and mail notifications. You can select Edit to see the conditions and actions
that have been defined for each trigger.

Notify requester of received request
Notifies the requester viaemail that their request has been received and has become a ticket.
Notify requester of comment update

When an agent adds a public comment to the ticket the requester is notified viaemail. Thisis
set up for public comments only, not private or internal comments.

Notify requester of solved request

When an agent resolves the ticket (setsit to solved) the requester is notified viaemail. The

email message invites the requester to review the resolution and add a comment and reopen the
ticket if needed.

Notify assignee of comment update

Notifies the assigned agent when a comment is added to the ticket. Comments can be either
private (added by an agent) or public (added by an agent or the requester).

Notify assignee of assignment
Notifies the agent that has been assigned to aticket of the new assignment.
Notify assignee of reopened ticket

Notifies the assigned agent of a solved ticket that the ticket was updated with a new comment
by the requester and reopened.
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Notify group of assignment
Notifies a group when aticket is assigned to a group to which they belong.

Notify all agents of received request

Notifies all non-restricted agents when a new ticket is created that has also not been
automatically assigned to a group.

Notify a Twitter requester of a received request

Replies via tweet to a new request generated by someone setting a Twitter Favorite.

Y ou can use these triggers asis or clone them to make copies that you can modify and repurpose.
Y ou can also edit these triggers but it's better to clone them and make changes to the copies. You can
then deactivate these Zendesk triggers if needed.

Creating triggers

Y ou can create triggers from scratch or create copies of existing triggers and then modify and use
them for some other purpose (see Editing and cloning triggers).

Toadd atrigger

1. Select Manage > Triggersand mail notifications.

2. Select Add Trigger.

3. Enter atitle for your trigger.

4. Add the conditions and actions for your trigger (described below).

5. Saveyour new trigger by clicking Add Trigger.
Y our new trigger is added to the end of the list of triggers. Y ou can reorder the list of triggers but
doing so may affect other active triggers. For more information, see Reordering triggers.

Building trigger condition statements

Condition statements consist of conditions, field operators, and condition values (these vary
depending on the condition selected). Condition statements are essentially ‘if’ statements that
return all tickets that meet the specified criteria. The first condition statement that evaluatesto false
terminates the trigger.

Table 11: Trigger Conditions

Status The ticket status values are:
New istheinitial status of anewly created ticket (not assigned to an
agent).
Open means that the ticket has been assigned to an agent.

Pending is used to indicate that the requester has been asked for
information and the ticket is therefore on hold until that information has
been received.

Solved indicates that the customer’ s issue has been resolved. Tickets
remain solved until they are closed.



Type

Priority

Group

Assignee
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Closed means that the ticket has been locked and cannot be reopened or
updated.

When selecting a status, you can use the field operators to specify
arange of tickets based on their status. For example, a condition
statement that returns only New, Open, and Pending tickets looks like
this:

Statusis less than Solved
Theticket type values are:
Question

Incident is used to indicate that there is more than one occurrence of the
same problem. When this occurs, oneticket is set to Problem and the
other tickets that are reporting the same problem are set to Incident and
linked to the problem ticket.

Problem is a support issue that needs to be resolved.

Task isused by the support agents to track various tasks.

There are four values for priority: Low, Normal, High, and Urgent.

Aswith status, you can use the field operators to select tickets that span
different priority settings. For example, this statement returns all tickets
that are not urgent:

Priority isless than Urgent

The group values are;
(—) indicates that no group is assigned to the ticket.
(assigned group) isthe group that is assigned to the ticket.

Group name isthe actual name of the group that is assigned to the
ticket.

The assignee values are:

(current user) isthe last person to have updated the ticket, which is not
necessarily the same person who is assigned to the ticket. The current
user (whoever updated the ticket last) changes whenever the ticket

is updated. And an update may have been made by the assignee, the
reguester, or someone who was CC'd on the ticket.

(requester) isthe ticket requester. Y ou can select this option to return
tickets that were opened by and then assigned to the same agent, for
example.

(assignee) isthe person who is assigned to the ticket.

Agent nameisthe actual name of the person assigned to the ticket.
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Requester The requester values are:
(current user) isthe last person to have updated the ticket.
(requester) isthe ticket requester.

(assignee) isthe person assigned to the ticket. The condition statement
‘Requester is Assignee’ istrueif the requester is also the person
assigned to the ticket. Thisispossibleif an agent created aticket and
was then assigned to it.

Agent name is the actual name of the agent.

Organization The organization values are:

(—) isused to indicate that no organization has been added to the
ticket.

Organization name is the name of an organization.

Tags Y ou use this condition to determine if tickets contain a specific tag or
tags. You can include or exclude tagsin the condition statement by
using the operators Contains at least one of the following or Contains
none of the following. More than one tag can be entered. They must be
separated with a space.

Ticket channel The ticket channel is where and how the ticket was created and can be
any of the following:

« Webform

* Email

* Chat

e Twitter

e Twitter DM (direct message)
» Twitter Favorite

* Voicemall

* Phonecall (incoming)
* Get Satisfaction

* Feedback Tab

e Web service (API)

» Trigger or automation
e Forum topic

» Closed ticket

« Ticket sharing

Ticket update via This condition indicates from where the ticket was updated and can be
any of the same sources as the ticket channel condition (above).

Current user Y ou can select any of the following for the type of user that |ast updated
the ticket:



Zendesk User's Guide | Streamlining the help desk workflow | 119

Ticket Satisfaction

Ticket is
Ticket received at

Comment is

Comment text

Reopens

Agent replies

(agent) is a support staff member.

(end user) isanyone who is aregistered help desk user and not an
agent or an administrator. They can only submit and track tickets and
communicate with agents publicly (meaning their comments can never
be private).

Agent nameisthe actual name of an agent.
This condition returns the following customer satisfaction rating values:

« Unoffered means that the survey has not previously been sent
» Offered means that the survey has already been sent

» Bad meansthat the ticket has received a negative rating

» Good means that the ticket has received a positive rating

Created or Updated.

Y ou use this condition to determine the email address from which the
ticket was received.

Zendesk allows you to forward emailsto any address at your Zendesk
subdomain. For example:

sales@mondocam.com --> sales@mondocam.zendesk.com

support@mondocam.com --> support@mondocam.zendesk.com

This condition returns the type of comment contained in ticket updates.
Public isacomment that everyone can see.
Private isa comment that only members of the support staff can see.

Present (public or private) is used to indicate if the update contains a
new comment.

Present, and requester can see the comment is used to indicate that
the update contains a comment and that it is visible to the requester (in
other words, not private).

Using this condition you can check for the presence of single words and
strings of words in either the subject or body of the comment. Y ou can
use any of the following operators:

e Contains at least one of the following words
» Contains none of the following words

» Contains the following string

« Contains not the following string

The number of times aticket has moved from Solved to Open or
Pending.

The number of public agent comments.
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Assignee stations
Group stations
Within business hours?

Requester’ s language

Regquester’s Twitter
followers are

Requester’ s number of
tweetsis

Requester is verified by
Twitter

Custom fields

The number of different agents to which aticket has been assigned.
The number of different groups to which aticket has been assigned.

Yesor No. Thiscondition is available if an admin has enabled business
hours (Settings > Account > L ocalization > Business Hour s).

Returns the language preference of the person who submitted the
request.

Thisisthe number of the requester’s Twitter followers.

Thisisthe total number of the requester’ s tweets.

This condition is used to verify that the requester is averified Twitter
account.

Custom fields that set tags (drop-down list and checkbox) are available
as conditions. Y ou can select the drop-down list values and Yes or No
for checkboxes.

Building trigger action statements

Action statements define what occursiif al the condition statements are true and the trigger fires.
Y ou can think of action statements as ‘then’ statements — if all of your conditions are true then
perform these actions to update the ticket and optionally send notifications.

Table 12: Trigger actions

Status

Priority
Type

The ticket status can be set to the following:

New istheintitial status of anewly created ticket (not assigned to an
agent).
Open means that the ticket has been assigned to an agent.

Pending is used to indicate that the requester has been asked for
information and the ticket is therefore is on hold until that information
has been received.

Solved indicates that the customer’ s issue has been resolved. Tickets
remain solved until they are closed. When tickets are closed is based
on business rules you define for this step in the workflow, using
automations.

Closed means that the ticket has been locked and cannot be reopened
or updated.

The priority can be set to L ow, Normal, High or Urgent

The type can be set to the following:
Question
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I ncident indicates that there is more than one occurrence of the same
problem. When this occurs, one ticket is set to Problem and the other
tickets that are reporting the same problem are set to Incident and
linked to the problem ticket.

Problem is a support issue that needs to be resolved.

Task isused by the support agentsto track various tasks.

Group Y ou can set groups to any of the following:
(—) isused to unassign agroup (if one has already been assigned)

(current user’s groups) isal the groups to which the agent who is
updating the ticket belongs.

Group nameisthe actual name of the group that is assigned to the
ticket.

Assignee Y ou can set the assignee to any of the following:
(—) isused to set assignee to no one (unassigned)

(current user) isthe last person to have updated the ticket, which
is not necessarily the same person who is assigned to the ticket. The
current user (whoever updated the ticket last) changes whenever the
ticket is updated.

(requester) isthe ticket requester. Y ou can select this option to return
tickets that were opened by and then assigned to the same agent, for
example.

(assignee) isthe person who is assigned to the ticket.
Assignee name is the actual name of the person assigned to the ticket.

Ticket Satisfaction Y ou can set this action to: offered to requester. Thisindicates that the
survey request has been sent to the ticket requester.

Set tags The tags you want to insert into the ticket. The set tag action replaces
the current tags. Tags must be separated with spaces.

Add tags The tags you want to add to the existing list of tags (if any). Tags must
be separated with spaces.

Remove tags The tags that you want removed from the existing list of tags contained

intheticket (if any). Tags must be separated with spaces.

Email user Y ou can set the email user to any of the following:
(current user) isthe last person who updated the ticket.
(requester) isthe ticket requester.
(assignee) isthe agent assigned to the ticket.
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Email group

Notify target

Tweet requester

Add cc

Share ticket with

Set requester's language to

Custom fields

Reordering triggers

(all non-restricted agents) includes all agents that have unrestricted
access to the ticket.

Email user nameisthe actual registered name of the person who will
receive the email.

Adding the email user action also inserts the email subject and body.

Y ou can set email group to any of the following:
(—) isused to set the email group to none.
(assigned group) is areference to the assign group.
Email group nameis the actual name of a group.

Set the externa target to notify. For more information about using
targets, see Notifying external targets.

Setting this action alows you to respond to the twitter requester with a
tweet.

Add an agent or end-user to copy on the ticket update. This action
is available when you enable CCs on tickets (Settings > Tickets >
Enable CCson Tickets).

Select a help desk to share the ticket with. See Sharing tickets between
networ ked help desks.

Set the requester's language to one of your supported help desk
languages.

Custom fields that set tags (drop-down list and checkbox) are available
as actions. Y ou can select the drop-down list values and Yes or No for
checkboxes.

Y ou can reorder your list of triggers, but keep in mind that all of your active triggers are run (first to
last) each time aticket is created or updated; therefore, the order of execution isimportant because
actionsin onetrigger may affect the actionsin another.

Toreorder thelist of triggers

1. Select Manage > Triggers and mail notifications.
2. Click Reorder. You will find this at the end of thelist of active triggers.
3. Click and drag triggers to new locations as needed.

4. Click Done.

Editing and cloning triggers

Y ou can edit and clone triggers. Cloning atrigger creates a copy that you can modify and use for

some other purpose.

Toedit atrigger
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1. Select Manage > Triggersand mail notifications.
2. Locatethetrigger you want to edit and select Edit.
3. Modify thetitle, conditions, and actions as needed.
4. Click Update Trigger.

Tocloneatrigger

1. Select Manage > Triggersand mail notifications.

2. Locate the trigger you want to clone and select Clone. This command appears when you
move your mouse over thetrigger in thelist of triggers.

3. Enter anew name for your trigger and modify the conditions and actions as needed.

4. Click Add Trigger.

Deleting and deactivating triggers

If you decide that you no longer need atrigger you can either delete it or deactivate it. Deleting it of
course means that it's gone and can't be retrieved. Y ou can instead deactivate triggers. Deactivated
triggers are listed in a separate table on Manage > Trigger s and email notifications and can be
reactivated if needed.

Todeleteatrigger

1. Select Manage > Triggersand mail notifications.
2. Locatethetrigger you want to delete and select Edit.
3. Click Delete.

To deactivate/activate a trigger

1. Select Manage > Triggersand mail notifications.

2. Locatethetrigger you want to deactivate and select Deactivate. This command appears when
you move your mouse over the trigger in the list of triggers. The trigger is deactivated and
displayed in the list of inactive triggers.

3. Toreactivate the trigger, select it from the list of inactive triggers and select Activate.
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Streamlining workflow with time-based events and
automations

Automations are similar to triggers (see Streamlining wor kflow with ticket updates and triggers)
because both define conditions and actions that modify ticket properties and optionally send email
notifications to customers and the support staff. Where they differ is that automations run when a
time event occurs (from one hour to 28 days) after aticket property was set or updated, rather than
immediately after aticket is created or updated.

Only admins can create and manage automations.

Automations help you to manage the workflow and measure performance because they can aert you
to tickets that remain unresolved and need to be escalated (for example). Here are some common
uses for automations:

* Notifying agents when an assigned ticket remains unresolved for x number of hours

* Notifying agent groups when a new ticket remains unassigned for x number of hours

» Notifying the assigned agent after x number of hours when a pending ticket has been updated
by the requester

« Closing tickets x number of days after they have been set to solved

Zendesk provides an automation that demonstrates one of these common uses, as shown here:

Meet all of the following conditions:

Status : Is H Solved =

Hours since solved H Greater than = 96

This automation closes tickets 96 hours after they have been solved (96 hoursis a help desk best
practice for the minimum amount of time aticket should remain in the solved state before it is
closed). When the automation runs, any tickets that meet these criteria are closed. The close action
looks like this:

Perform these actions:

Status H Closed

Note: Thisexample also illustrates an important rule of automations, which is: an automation must
contain an action that cancels a condition. The ‘ Status equals Solved’ condition is canceled by the
‘ Status equals Closed’ action. If there were no canceling action in this trigger, the automation would
continueto fire in an endless loop because the status would remain solved (not closed) and would
therefore continue to meet the condition criteria. If thistrigger also contained an email notification
action, the requester would continue to receive the same notification emails until the automation was
aborted.

Unlike triggers, automations do not run whenever aticket is updated. Automations run once every
hour and only on tickets that have been updated in the last 30 days.
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Note: All automations are run at the top of the hour in batches for all Zendesk customers. When
exactly your automations run depends on how many automations and tickets there are to process.
For example, if aticket was updated at 10am and your automation is set to run an hour later, it might
be dightly longer than that (11:04 or 11:10, etc.). Automations don't run exactly x number of hours
after the conditions are met.

The order of your automations is important as well because all automations run (first to last) every
hour. When you create an automation, it is by default added to the end of the list of automations.

Y ou can reorder the list of automations but you should only do so if you understand how the other
automations work and what actions they contain, because an action in an automation can change the
result of an action in another automation or cause atrigger to be fired. For more information, see
Reordering your automations.

Creating automations

Admins can create automations from scratch, as shown here, or create copies of existing automations
and then modify and use them for some other purpose (see Editing and cloning automations).

To add an automation

1. Select Manage > Automations.

Select Add Automation.

Enter atitle for your automation.

Add the conditions and actions for your automation (described below).

Y ou can test your automation by previewing the tickets that match the conditions that you
have specified by selecting Preview match for the conditions.
6. Saveyour new trigger by clicking Add Automation.

g LD

Building automation condition statements

Aswith triggers, the condition statements you create for automations contain conditions, operators,
and values. These include conditions you’ d expect such as priority, status, assignee and so on.
Because automations are based on the hours that have elapsed since aticket update was made,
Zendesk provides the following time-based conditions:

* Hourssince created

» Hours since opened

e Hours since pending

* Hours since solved

* Hourssince closed

* Hourssince assigned

e Hours since update

¢ Hours since requester update

» Hours since assignee update

» Hours since due date (for tickets with the type set to Task)

Only whole numbers can be used as the value for these conditions. For example, Hours since created
= (calendar) is= 1, isvalid. Decimals aren't supported. If you set the hours since variable to 1.5, it
will be interpreted as 1, which means that it was rounded down to the whole number.

The other conditions you can use in your automations are described in the following table.
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Table 13: Automation conditions

Status The ticket status values are:

New istheinitial status of a newly created ticket (not assigned to an
agent).
Open means that the ticket has been assigned to an agent.

Pending is used to indicate that the requester has been asked for
information and the ticket is therefore on hold until that information has
been received.

Solved indicates that the customer’ s issue has been resolved. Tickets
remain solved until they are closed.

Closed means that the ticket has been locked and cannot be reopened or
updated.

When selecting a status, you can use the field operators to specify a
range of tickets based on their status. For example, a condition statement
that returns only New, Open, and Pending tickets looks like this:

Statusis less than Solved

Type The ticket type values are:
Question

Incident is used to indicate that there is more than one occurrence of the
same problem. When this occurs, one ticket is set to Problem and the
other tickets that are reporting the same problem are set to Incident and
linked to the problem ticket.

Problem is a support issue that needs to be resolved.

Task is used by the support agentsto track various tasks.

Priority There are four values for priority: Low, Normal, High, and Ur gent.

Aswith status, you can use the field operators to select tickets that span
different priority settings. For example, this statement returns all tickets
that are not urgent:

Priority is lessthan Urgent

Group The group values are:
(—) indicates that no group is assigned to the ticket.
(assigned group) isthe group that is assigned to the ticket.

Group nameisthe actual name of the group that is assigned to the
ticket.

Assignee The assignee values are:



Requester

Organization

Tags

Description
Ticket source
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(current user) isthe last person to have updated the ticket, which is not
necessarily the same person who is assigned to the ticket. The current
user (whoever updated the ticket last) changes whenever the ticket

is updated. And an update may have been made by the assignes, the
reguester, or someone who was CC'd on the ticket.

(requester) isthe ticket requester. Y ou can select this option to return
tickets that were opened by and then assigned to the same agent, for
example.

(assignee) is the person who is assigned to the ticket.

Agent nameisthe actual name of the person assigned to the ticket.

The requester values are:
(current user) isthe last person to have updated the ticket.
(requester) isthe ticket requester.

(assignee) is the person assigned to the ticket. The condition statement
‘Requester is Assignee’ istrue if the requester is also the person assigned
totheticket. Thisispossibleif an agent created aticket and was then
assigned to it.

Agent nameis the actual name of the agent.

The organization values are:
(—) isused to indicate that no organization has been added to the ticket.

Organization name s the name of an organization.

Y ou use this condition to determine if tickets contain a specific tag or
tags. You can include or exclude tags in the condition statement by
using the operators Contains at least one of the following or Contains
none of the following. More than one tag can be entered. They must be
separated with a space.

The description is the first comment in the ticket.

The ticket channel is where and how the ticket was created and can be
any of the following:

* Webform

e Email

e Chat

o Twitter

e Twitter DM (direct message)
e Twitter Favorite

e Voicemall

» Phonecall (incoming)

e Get Satisfaction
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Ticketis
Ticket received at

Ticket Satisfaction

Custom fields

* Feedback Tab

* Web service (API)

» Trigger or automation
e Forum topic

» Closed ticket

» Ticket sharing

Created or Updated.

Y ou use this condition to determine the email address from which the
ticket was received.

Zendesk allows you to forward emails to any address at your Zendesk
subdomain. For example:

sales@mondocam.com --> sales@mondocam.zendesk.com

support@mondocam.com --> support@mondocam.zendesk.com

This condition returns the following customer satisfaction rating val ues:

» Unoffered means that the survey has not previously been sent
» Offered meansthat the survey has already been sent

» Bad meansthat the ticket has received a negative rating

* Good means that the ticket has received a positive rating

Custom fields that set tags (drop-down list and checkbox) are available
as conditions. Y ou can select the drop-down list values and Yes or No
for checkboxes.

Building automation action statements

Action statements define what occursiif all the condition statements are true and the trigger fires.
Y ou can think of action statements as ‘then’ statements — if all of your conditions are true then
invoke these actions to update the ticket and optionally send natifications.

Table 14: Automation actions
]

Status

Theticket status can be set to the following:

New istheintitial status of a newly created ticket (not assigned to an
agent).
Open means that the ticket has been assigned to an agent.

Pending is used to indicate that the requester has been asked for
information and the ticket is therefore is on hold until that information
has been received.

Solved indicates that the customer’ s issue has been resolved. Tickets
remain solved until they are closed. When tickets are closed is based
on business rules you define for this step in the workflow, using
automations.



Priority
Type

Group

Assignee

Ticket Satisfaction

Set tags

Add tags

Remove tags

Email user
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Closed means that the ticket has been locked and cannot be reopened or
updated.

The priority can be set to Low, Normal, High or Urgent

The type can be set to the following:
Question

I ncident indicates that there is more than one occurrence of the same
problem. When this occurs, oneticket is set to Problem and the other
tickets that are reporting the same problem are set to Incident and linked
to the problem ticket.

Problem is asupport issue that needs to be resolved.

Task isused by the support agents to track various tasks.

Y ou can set groups to any of the following:
(—) isused to unassign a group (if one has already been assigned)

(current user’sgroups) isall the groups to which the agent who is
updating the ticket belongs.

Group name isthe actual name of the group that is assigned to the
ticket.

Y ou can set the assignee to any of the following:
(—) isused to set assignee to no one (unassigned)

(current user) isthe last person to have updated the ticket, which is not
necessarily the same person who is assigned to the ticket. The current
user (whoever updated the ticket last) changes whenever theticket is
updated.

(requester) isthe ticket requester. Y ou can select this option to return
tickets that were opened by and then assigned to the same agent, for
example.

(assignee) isthe person who is assigned to the ticket.
Assignee name is the actual name of the person assigned to the ticket.

Y ou can set this action to: offered to requester. Thisindicates that the
survey regquest has been sent to the ticket requester.

The tags you want to insert into the ticket. The set tag action replaces
the current tags. Tags must be separated with spaces.

The tags you want to add to the existing list of tags (if any). Tags must
be separated with spaces.

The tags that you want removed from the existing list of tags contained
in theticket (if any). Tags must be separated with spaces.

Y ou can set the email user to any of the following:
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(current user) isthe last person who updated the ticket.
(requester) isthe ticket requester.
(assignee) isthe agent assigned to the ticket.

(all non-restricted agents) includes al agents that have unrestricted
access to the ticket.

Email user name isthe actual registered name of the person who will
receive the email.

Adding the email user action also inserts the email subject and body.

Email group Y ou can set email group to any of the following:
(—) isused to set the email group to none.
(assigned group) is areference to the assign group.

Email group name isthe actual name of a group.

Notify target Set the external target to notify. For more information about using
targets, see Notifying external targets.

Tweet requester Setting this action allows you to respond to the twitter requester with a
tweet.

Add cc Add an agent or end-user to copy on the ticket update. Thisactionis

available when you enable CCs on tickets (Settings > Tickets > Enable
CCson Tickets).

Share ticket with Select a help desk to share the ticket with. See Sharing tickets between
networked help desks.

Set requester'slanguage  Set the requester's language to one of your supported help desk

to languages.

Custom fields Custom fields that set tags (drop-down list and checkbox) are available
as actions. Y ou can select the drop-down list values and Y es or No for
checkboxes.

Editing and cloning automations

Y ou can edit and clone automations. Cloning an automation creates a copy that you can modify and
use for some other purpose.

To edit an automation

1. Select Manage > Automations.

2. Locate the automation you want to edit and select Edit.
3. Modify thetitle, conditions, and actions as needed.

4. Click Update Automation.

To clone an automation

Y ou can create a copy of an existing automation to use as the basis of a new automation.
1. Select Manage > Automations.
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2. Locate the automation you want to clone and select Clone. This command appears when you
move your mouse over the automation in the list of automation.
3. Enter anew name for your automation and modify the conditions and actions as needed.

4. Click Add Automation.

Reordering your automations

Y ou can reorder your automations, but keep in mind that the order of your automations isimportant
because all automations run (first to last) every hour. Actions in one automation may affect the
actionsin another.

Toreorder thelist of automations

1. Select Manage > Automations.

2. Click Reorder. You'll find this at the end of the list of active automations.
3. Click and drag automations to new locations as needed.

4. Click Done.

Deleting and deactivating automations

If you decide that you no longer need an automation you can either delete it or deactivateit. Deleting
it of course meansthat it's gone and can’t be retrieved. Y ou can instead deactivate automations.
Deactivated automations are listed in a separate table on M anage > Automations and can be
reactivated if needed.

To delete an automation

1. Select Manage > Automations.
2. Locate the automation you want to delete and select Edit.
3. Click Delete.

To deactivate/activate an automation

1. Select Manage > Automations.

2. Locate the automation you want to deactivate and select Deactivate. This command appears
when you move your mouse over the automation in the list of automations. The automation is
deactivated and displayed in the list of inactive automations.

3. Toreactivate the automation, select it from the list of inactive automations and select
Activate.
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Using placeholders

Placeholders are references to ticket and user data that you include in the subject and text of email
notifications. Without them it would be impossible to create automated messages. Here' s an example
of how placeholders are used in an email notification:

Perform these actions:

Email user — [reguestar)

(1}

Email subject:
Reguest received: liticket.title]}
Email body:
“our request (#{ticket.id}}) has been received, and is being reviewsd by our support staff,

To review the status of the reguest and add additional comments, follow the link below:
ttpe/i{ticket.ur}}

{{ticket. comments_formatted)}

View available placeholders »

The placehol ders are contained within matched double curly brackets and are, in this example,
references to ticket properties. When you' re composing email notifications, you can view the list of
placeholders by clicking View Available Placeholders.

For the complete list of placeholders, see Zendesk data object (placeholders) reference.

Placeholders for custom fields

Placeholders are generated automatically by Zendesk, based on the ticket and current user properties.
These are referred to as system placeholders. When you add custom fields, they are also available as
placeholders. Custom fields are not included in the list of available placeholders, but they follow this
simple naming pattern:

{{ticket.ticket _field <field ID nunber>}}

For example, acustom field like this has the following placeholder:

my custom field

{{ticket.ticket field 505156}}

When you create custom fields an ID is automatically generated. Y ou can find the ID for a custom
field by selecting Manage > Ticket Fields, locating your custom field in the list, and then clicking
Edit. The ID isdisplayed in the right column, as shown here:
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Edit text field
Custom fisld 10 505156
The placeholder name for the optionsin a custom drop-down list follows a different pattern:
{{ticket.ticket_field_ option_title_<field ID nunber>}}
For example, the placeholder for a drop-down list would look like this:
my custom drop-down list
Mondocam XD-80

Mondocam ZD-89
Mondocam XG-540

{{ticket.ticket _field option_title_ 515416}}

There's only one placeholder for all three drop-down list options because thisis areference to the
option that was selected. The ID isfor the custom drop-down list because options do not have IDs.
Again, thisis areference to the single option that was sel ected.

Y ou can use the placeholders for your custom fields as you would any other system placeholder.
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Using tags

Y ou can apply tagsto tickets, forum topics, users, and organizations (for information about tagging
users and organizations see Adding tags to users and organizations). Tags are simply words or
combinations of words you can use to add more context to tickets and topics. As an example, you
might want to tag all requests that are actually salesinquiries with atag like 'sales or 'about_sales.
Y ou can then create aview or areport to track all these requests.

Tags

forums = defective = fag x | installation =  about_sales =

Note: You can create tags with more than one word but the words must be connected with an
underscore, as shown above.

Tags provide you with an unlimited amount of flexibility to manage and customize your help desk
workflow. Here are the ways you can use tags:

« Add tagsto tickets, either manually or automatically, and use those tags to create custom
workflows.

» Add tagsto user and organizations (see Adding tags to users and organizations)

* Browsetickets by tag.

» Usetagsin your business rules (automations, macros, and triggers) to create custom
workflows.

« Create views and reports by tags.

» Follow RSSfeeds for tags.

e Quickly assess tag use to understand support request trends using the top 100 tag cloud.

Tags can be added to tickets automatically based on keywords in ticket descriptions that match
existing tags already used in your help desk. Tags that have been added to users and organizations
are also automatically added to tickets. Y ou can aso create business rules to add tags to tickets and
agents can add them manually.

Automatic ticket tagging

When you enable automatic ticket tagging (see Setting tagging options), Zendesk scans new
incoming ticket descriptions looking for words longer than two characters and then compares those
words to the tags that have already been used in your help desk. The top three matches are added to
the ticket. Y ou can then use those tags in your business rulesto, for example, automatically route
tickets to specific groups or agents.

Keep in mind that if you inadvertently add tags for high frequency words such as'and' and 'the' these
words will generate tags in your tickets, which will make automatic tagging a much less useful tool.
To manage this, avoid creating tags for these types of words or delete them if you've already created
them (see Deleting tags).

Tags are only added to tickets that come from end-users via the ticket channels. Tags will not be
added if an agent submits a ticket from within the help desk.
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Setting tagging options

Automatic tagging is enabled by default, but you can disable automatic tagging if you'd like (see
Under standing automatic tagging above).

To disable/enable automatic ticket tagging

1. Select Settings > Tickets.
2. Inthe Tags section of the settings tab, deselect the Enable automatic ticket tagging option.
3. Click Save Changes.

If you disable automatic tagging, you can still add tags manually.

Y ou can also turn off manual tagging (the tagsinput field will not be displayed on the new ticket
screen). You might do thisif you rely solely on automatic tagging or if you simply don't usetagsin
your help desk.

To disable/enable manual ticket tagging

1. Select Settings> Tickets.
2. Inthe Tags section of the settings tab, deselect the Enable tags on tickets option.
3. Click Save Changes.

The existing tags, if any, that were applied to tickets will remain; you'll just be unable to add any
new tags.

Manually adding tags to tickets and forum topics

Agents can manually add tags to tickets. Depending on how you've set up your help desk workflow,
you may want agents to add tags to provide more context for the request so that tickets can be
viewed and tracked and perhaps acted on by your businessrules.

Asyour tag set grows, agents can view alist of top 100 most active tags by selecting Manage >
Tags. Zendesk also displays your tags when entering them into tickets and forum articles, as shown
here:

Tags

about|
about_salesforce_email_reply
about_sales
about_other
about_billing
about_soliciting
about_mistired_smai
about_job
about_feedback

about_mistire

Asyou typeinto the tag field, auto complete displays tags beginning with the same word or
characters.

Tomanually add tagsto aticket
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1. Create or edit aticket.
2. Enter new tags into the tag field as needed. Enter a space after each tag.
3. Click Add Ticket or Update Ticket (if editing aticket).

It's the same procedure for adding tags to forum topics; enter them and then add or update the topic.

Deleting tags

Y ou can edit tickets and forum articles to manually delete tags. If you want to remove tags that have
been applied to many tickets and topics, you can do thisin a batch operation.

Todeleteatag from all tickets and forum topics

1. Select Manage > Tags to view the top 100 tag cloud.

2. Click on the tag that you want to delete.

3. Onthetag activity detail screen, click Removetag [tag hame] from all topics and open

tickets.

4, Click OK to confirm that you want to proceed.
Tags cannot be deleted from closed tickets, which also means that a tag you deleted may still appear
in the tag cloud until the closed tickets that contain the tag are retired out of the list. Also, deleting
tags does not remove references to them in automations, macros, and triggers.

Note: Thetag cloud displays the 100 most used tags during the past two months. This means that
your less actively used tags will not be displayed in the top 100 tag cloud. If you want to delete these
tags, you can search for the tags (see Searching for tickets by tag) and delete them manually from the
tickets and topics that you have access to.

Analyzing tag activity
Zendesk provides you with a view into the tags that have been applied to your tickets. Y ou can view
atop 100 tag cloud of the most active tags over the last two months. Thislist is updated once a day.
To view thetop 100 tag cloud
e Select Manage > Tags.

You can click atag in the cloud to display thelist of tickets that it has been added to. Y ou can aso
view all the forum topics that the tag has been used in.

Creating views based on tags and tag sets

Y ou can add tags as conditionsin views, which enables you to quickly view all tickets that contain
specific tags.

To create views by tags

1. Select Manage > Views.

Select the tags condition.

Choose the condition operator Contains at least one of the following.

Enter one or more tags (separated with a space).

Add any other conditions that you'd like (for example, adding a condition for open tickets).
Set the view formatting options as needed.

7. Click Add View.

Your new view islisted in the Views menu in Zendesk.

ok wd



Zendesk User's Guide | Streamlining the help desk workflow | 137

Searching for tickets by tags

Y ou can search for tags contained in tickets and forum articles. Using the help desk search box, enter
the name of the tag and the search results will display all the tickets and forum articles that contain
the tag.

Y ou can further improve your search results for tags by using property keywords in your searches.
For tags, the property keyword is called ‘tags and is used like this:

tags:installation

Y our search results will contain only occurrences of the word ‘installation’” when used as a tag.

Note: When searching for tags, you must use the exact tag string or your search will fail. For
example. if you've got a multi-word tag called about_sales a search for sales will not return this tag.
Y ou need to search for the exact string:

t ags: about _sal es

Using tags in macros, triggers, and automations

Adding tags to your tickets gives you even more flexibility to track, manage, and interact with your
tickets. They can be used to attach additional datato your tickets, which you can then use in your
automations, macros, and triggers.

Asan example, let'slook at how atag can be used in atrigger. If you use email subdomains, you
may have set up a subdomain to track the tickets that are generated through responses to your
newsletter. Y ou can set up atrigger to check for the origin of the ticket using the Ticket received at
condition, as shown here:

Meet | all | of the following conditions:

Ticket is... ] Created  $ ﬂ
Ticket received at... - newsletter @rsupport.zendesk.com ﬂ
Y ou can then add an action that adds atag to the ticket, as shown here:
Perform these actions:
Sat tags - newsletter_replies ﬂ

Y ou can then use thistag to create a view that shows you al the tickets that have been created from
newsletter responses. Y ou can aso use the tag as a condition or an action in some other automation,
macro, or trigger. For example you might want to exclude this tag for some reason when you're
defining the selection of tickets you want to be acted on by atrigger, as shown here:
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Meet | all | of the following conditions:

Status ] s 2 [ Mew n =
Tags % | | Contains none of the following & | | newsletter_replies d
Ll

Dropdown custom fields also create ticket tags and they can also be used in automations, macros,
and triggers as well. See Build custom wor kflows with tags in the Zendesk forums for an example of
how custom field tags can be used in atrigger.


https://support.zendesk.com/entries/276290-build-custom-workflows-with-tags
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Filtering business rules

The Plust+ and Enterprise versions of Zendesk provide you with tools for filtering your business
rules, giving you greater insight into how your automations, macros, triggers, and views are used.

Automations, macros, and triggers can be sorted based on the following criteria:

Triggers

¥ Sorted by position
Sorted by creation date, latest first
Sorted by updated date, latest first
Sorted by usage over the last hour
Sorted by usage over the last 24 hours
Sorted by usage over the last 7 days

c

Motify requester of solved request

Views can be sorted by the dates they were created and updated (Sorted by creation date, latest
first and Sorted by updated date, latest fir st).

Sorting shared macros and views

Shared views and shared macros can also be sorted by the groups to which they are available. For
example, if you create macros that are only available to specific groups, you can sort them based on
those availability settings.

All shared macros
By [Egory

Assign to (3}

{no category) (24)

By Ip
¥ Level 2 suppart (3) Sorted by position

ak

Supparn (0}

{no group)
Active macros [3) J add macro
Downgrade and inform edit
Escalate to Level 2 edit

Reassign to Engineering : edit



140 | Zendesk User's Guide | Streamlining the help desk workflow

Sorting macros by category

Asdescribed in Organizing your macros, you can create up to three levels of categorization within
your macro titles by using two colons to separate categories, as shown here:

Macro title

Assign to::me::guestion

Y ou can then sort your macros using those categories.

Macros

Shared Yours
Assign to (3) H Sorted by position H

Active macros (3) 3 add macro
Assign to:me incident edit
Assign to::me:problem edit

Assign to::me:question edit
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Notifying external targets

Y ou can notify external targets when aticket is created or updated. External targets are cloud-based
applications and services (such as Twitter and Twilio) aswell asHTTP and email. Here are some
examples of how and why targets are used:

» Sending an SM S text message when an urgent ticket has been unattended for more than 48
hours

» Sending a notification to a Twitter stream when a new urgent ticket is created

» Creating a Salesforce case from aticket

» Synchronizing ticket commentsin a JIRA bug base

Those are just afew examples. See Setting up a target below for more information about the targets
available in Zendesk.

Targets are used in automation and trigger actions. First you configure a target and then you specify
the target using the Notify target action.

Setting up a target

In addition to generic targets for HTTP and email targets, Zendesk provides you with predefined
targets for the following well-known cloud-based applications and services:

Table 15: Targets
|

Atlassian JIRA The JIRA target allows you to push comments made in Zendesk tickets
to JIRA so that you can keep associated tickets synchronized.

Basecamp Using the Basecamp target, you can push ticket updates to a project as:

* New messagesin aproject

* New comments in a specific message
* New ToDo list

* New ToDo item in a specific todo list

Y ou heed to enable API access in your Basecamp account to use this
target.

Campfire Send notifications to a Campfire chat room.

Clickatell Use this target to send SM'S messages using your Clickatell account.

Follow the stepsin Clickatell HTTP API Guide to setup the account, add
aHTTP connection and obtain an API ID.

Get Satisfaction Post public comments to Get Satisfaction topics for tickets created using

the Zendesk moderator tool in Get Satisfaction.

By creating this target, Zendesk will automatically create the necessary
triggers and views and also add a useful widget in the home and ticket
pages (you can remove those widgets if you don't need them).
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Pivotal Tracker Create stories in Pivotal Tracker from a Zendesk ticket to easily
prioritize support issuesin your project backlog.

The Pivotal Tracker target sends the Zendesk ticket 1D to Pivotal Tracker
when creating a new story.

If you have enabled Pivotal Tracker's native Zendesk integration in the
target Tracker project, alink back to the Zendesk ticket is created in the
new story.

Selesforce Create a Salesforce case from a Zendesk ticket.

When you set up this target, Zendesk automatically creates an example
trigger for you.

Twillio Use this target to send SM'S messages to a mobile phone using your
Twilio account.

Twitter Send notifications to a Twitter stream.
Note: Make sure that you protect your twitter stream if you don't want
notifications to be readable by the general public.

Y ammer Send notifications to a Y ammer stream.

Follow the steps in this Y ammer Target Guide to create a client
application in Yammer and authorize this target to use the Yammer API.
For more information, see Yammer targets.

Note: To set up many of these external targets, you'll need to consult their documentation. Some
targets, such as Twitter, merely require that you authorize your account before you can begin posting

messages.
Toadd atarget

1. Select Settings > Extensions > Tar gets.
2. Select Add target.

3. All of the target options are listed. Select the type of target and enter the required target
information (which varies from target to target).

4. Click Create Target.

Managing your targets
Once you've set up targets, you can edit, delete, and deactivate and reactivate them.
To edit atarget

1. Select Settings > Extensions > Tar gets.
2. Locate the target you want to edit and click Edit.
3. Make your changes and then click Update Tar get.

Todelete atarget
1. Select Settings > Extensions > Tar gets.


https://support.zendesk.com/entries/26643-yammer-targets
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2. Locatethetarget you want to edit and click Edit.
3. Select Delete Target.

To deactivate/reactivate a tar get

1. Select Settings > Extensions > Tar gets.
2. Locatethetarget you want to deactivate and select Deactivate.
3. Toreactivate the target, select it from the list of inactive targets and select Activate.

Using targets in automations and triggers

Once you' ve set up targets, you can use them in automations and triggers. Here' s an example of a
trigger that notifies a Twitter account when an urgent ticket is created:

Trigger title

Motify Twitter when urgent ticket is submitted

Meet all |of the following conditions:
Ticket is... = |Created =]
Prigrity =l s =] urgems =]

Meet any  of the following conditions:

-= Click to select condidion -- ﬂ

Perform these actions:

Hotify target =] |y Twister Accoum =]
Massage

{{ticket.title}} received from {{ticket.requester)}

Since you're interacting with external targets, there may be a delay between when atrigger or
automation runs and when you' Il see the resultsin the external target6 (in the example above, that
would be your Twitter home page or stream).

Zendesk attempts to send the notification 10 times. If al attemptsfail, the target is deactivated.
You'll then need to edit and test and reactivate the target before you can try to use it again.
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6

Views, reporting, and performance

» Using views to manage ticket workflow
» Monitoring ticket activity and performance with reports
» Using customer satisfaction ratings
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Using views to manage ticket workflow

Views define a collection of tickets based on a set of criteriathat convey various ticket states such
as open and unassigned, pending (awaiting response from the requester), and unsolved. Views are
essential for managing the ticket workflow because they allow you to create meaningful groupings
of tickets as they comein to the help desk and as they are managed through to resolution.

Many help desks use views to guide the workflow by requiring agents to address tickets in one view
first and then othersin a specific order. Views can also mirror the support structure you've created.
For example, if you provide different levels of service for different customers or manage escalation
using atiered support group structure (Level 1, Level 2), you can create views for every one of these
scenarios.

Zendesk provides you with a set of views for the essential day-to-day running of your help desk.
These include:

* My unsolved tickets

e Unassigned tickets

* All unsolved tickets

¢ Recently updated tickets

» Unsolved ticketsin your groups
* New ticketsin your groups

e Pending tickets

* Recently solved tickets

Y ou can use these views asis, modify them, or deactivate them.

Views, like other business rules such as triggers and automations, use conditions to define a set of
tickets. Once you've created a view based on conditions, you've got alist of tickets that meets that
criteria.
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All unsolved tickets (22) List | Table | CSV | EJRSS | Edit
Organization Score Subject Requester Requested Type  Priority [
Status New
- DSLRs as movie cameras Sammy May-12 - - =
- Meed a new llcense key Mary Jones May-11 - - B
- @mondocam Is this article still true sin John M Chou  May-12 - - =
- | was charged twice for my camera. Mary Jones May-12 Problem - O
- Lost my user manual Siena Menners May-12 - - =
Slatus Open
- hello. my piciures come out all black. Emily Wilcox ~ May-12 Question High [
- can't see my pictures.., Paul Moseley  May-11 Question High [
- - Help me! Bob Jensen May-10 - High [
- m The shutter does not appear io be AleighT7? May-12 Problem High =)
- Time Lapse Photography? Mary Jones May-12 Question High B
- DSLR Help Emily Wilcox May-12 Question High [
- | have a double charge on my creditcar  Mary Jones May-12 - High [
- Where can | buy a ZD 89 AleighT7 May-12 Question High [
- having problems with my DSLR, need Cble Fernandez May-12 - High [
- my surveillance camera isnTworking Paul Moseley  May-12 Question High [

2 MNext»

Views can be displayed as a table (shown above) and as alist, which simply shows the ticket title
and the most recent comment. When viewing tickets in atable, positioning your mouse over aticket
title displays essential data about it, as shown here:

Problem #99 (openhigh/assigned)

It is slow to open and close, causing distorted images.

Submitted from: hitp2'www Zendesk.com/demo-website/
=101
This s a kmown issue and we expect to provide a fix in June. Please see a local dealer for the free repair

Anneke
Lave Your Helpdesk!

Also, when viewing tickets in the table format you can select one or more tickets and update them in
the view, asin this example:
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having problems with my DSLR, neec Obie Fernandez Apr-01 - High |
my surveillance camera isn't working Paul Moseley  Apr-01 Question High v
2 Mext »
Update selected tickets v apply macro
Status Type Priority Group
Open : Problem : Mormal ’ Level 1 :
Assignea” Reason for Writing Model Number
Larry Schlocker = Technical Issue  + &
Tags
-

Views are created and can be managed by selecting Manage > Views. Thisis available to both
admins and agents. Quick accessto viewsis available by clicking the View tab in the menu bar.

| vews @ e (CHEE

My unsolved tickets (G)

Unassigned tickets (1)
All unsolved tickets (8)
Recently updated tickets (~0)
Mew tickets in your groups (1)

Pending tickets | 3)

Unsolved tickets in your groups (&)

The View tab displaysthe first 12 of your shared views and 8 of your own views. If you have more
views than this, the rest of your views can be quickly accessed by clicking the Morelink at the
bottom of thelist. Y ou can select the views you want to include in the View tab by setting the order
of the views on the M anage > Views page.

Aside from the standard help desk views and the views you add yourself, Zendesk may add new
views when features are added to the help desk. For example, enabling customer satisfaction rating
addsaview. If you use SLA service targets, you'll also see those available as viewsin the Viewstab.

Note: A Viewswidget is also available that you can add to many pages of the help desk. See
Adding the Ticket Views widget.
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Like macros, there are two kinds of views, shared and personal. Admins can create shared views and
agents can create their own (personal) views. Shared views can be made available to all agents or
agentsin a specific group.

Adding views
Admins can create shared views and agents can create their own (personal) views.

Toadd aview
1. Select Manage > Views.
Click Add New.
Add the conditions you want to select a collection of tickets (conditions are described below).
Y ou can test the conditions by selecting Preview match for the conditions above.
Set the formatting options (described below).
Set the view's availability (described below).
Click Create.

Views can be managed (edited, deactivated, and so on) in Manage > Views.

N~ WDN

Building view condition statements

Aswith the other business rules, you select collections of tickets using conditions, operators, and
values.

Table 16: View conditions

Status The ticket status values are:

New istheinitial status of a newly created ticket (not assigned to an
agent).
Open means that the ticket has been assigned to an agent.

Pending is used to indicate that the requester has been asked for
information and the ticket is therefore on hold until that information has
been received.

Solved indicates that the customer’ s issue has been resolved. Tickets
remain solved until they are closed.

Closed means that the ticket has been locked and cannot be reopened or
updated.

When selecting a status, you can use the field operators to specify arange
of tickets based on their status. For example, a condition statement that
returns only New, Open, and Pending tickets looks like this:

Statusisless than Solved
Type The ticket type values are:
Question

Incident is used to indicate that there is more than one occurrence of the
same problem. When this occurs, one ticket is set to Problem and the
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Priority

Group

Assignee

Requester

Organization

other tickets that are reporting the same problem are set to Incident and
linked to the problem ticket.

Problem is a support issue that needs to be resolved.

Task isused by the support agents to track various tasks.

There are four values for priority: Low, Normal, High, and Urgent.

Aswith status, you can use the field operators to select tickets that span
different priority settings. For example, this statement returns all tickets
that are not urgent:

Priority isless than Urgent
The group values are;
(—) indicates that no group is assigned to the ticket.

(current user'sgroups) isal the groups to which the agent who is
updating the ticket belongs.

(assigned group) isthe group that is assigned to the ticket.

Group name isthe actual name of the group that is assigned to the ticket.

The assignee values are:

(current user) isthe last person to have updated the ticket, which is not
necessarily the same person who is assigned to the ticket. The current
user (whoever updated the ticket last) changes whenever the ticket
isupdated. And an update may have been made by the assignee, the
requester, or someone who was CC'd on the ticket.

(requester) isthe ticket requester. Y ou can select this option to return
tickets that were opened by and then assigned to the same agent, for
example.

(assignee) isthe person who is assigned to the ticket.

Agent nameisthe actual name of the person assigned to the ticket.

The requester values are:
(current user) isthe last person to have updated the ticket.
(requester) isthe ticket requester.

(assignee) isthe person assigned to the ticket. The condition statement
‘Requester is Assignee’ istrueif the requester is aso the person assigned
totheticket. Thisis possibleif an agent created aticket and was then
assigned to it.

Agent nameisthe actual name of the agent.

The organization values are:



Tags

Description
Ticket channel

Ticket received at...

Ticket Satisfaction

Hours since...
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(—) isused to indicate that no organization has been added to the ticket.

Organization name is the name of an organization.

Y ou use this condition to determine if tickets contain a specific tag or
tags. You can include or exclude tagsin the condition statement by
using the operators Contains at least one of the following or Contains
none of the following. More than one tag can be entered. They must be
separated with a space.

The description isthe first comment in the ticket.

Theticket channel is where and how the ticket was created and can be
any of the following:

« Webform

o Email

* Chat

e Twitter

e Twitter DM (direct message)
» Twitter Favorite

e Voicemalil

* Phonecall (incoming)
* Get Satisfaction

* Feedback Tab

¢ Web service (API)

» Trigger or automation
e Forum topic

» Closed ticket

e Ticket sharing

Y ou use this condition to determine the email address from which the
ticket was received.

Zendesk allows you to forward emailsto any address at your Zendesk
subdomain. For example:

sales@mondocam.com --> sales@mondocam.zendesk.com

support@mondocam.com --> support@mondocam.zendesk.com

This condition returns the following customer satisfaction rating values:

« Unoffered means that the survey has not previously been sent
« Offered means that the survey has already been sent

» Bad meansthat the ticket has received a negative rating

« Good means that the ticket has received a positive rating

This condition allows you to select tickets based on the hours that have
passed since the ticket was updated in the following ways:
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» Hourssince created

» Hourssince opened

* Hourssince pending

* Hourssince solved

* Hourssince closed

» Hourssince assigned

» Hours since update

e Hours since requester update

» Hours since assignee update

» Hourssince due date (for tickets with the type set to Task)

Custom fields Custom fields that set tags (drop-down list and checkbox) are available
as conditions. Y ou can select the drop-down list values and Yes or No for
checkboxes.

Set formatting options

A view's format can be set when you create the view and also when using the view. Select the
default view formatting by setting the following options:

Formatting options (® List O Table
Choose a default output Tormat for your view. Lists includes the latest commeant
far each tickel. Tables are cuslomizable data grids

Order by
0] 4| (O Ascending (*) Descending

Tickets per page

@15 O30

Y ou can order the view by ticket properties such as priority and status, as well as by the active
custom fields you've created.

Set the view's availability

Access to the view can be set with the following options:

Available for = Al agents

O Agents in group [ Billing
O Ma only



Zendesk User's Guide | Views, reporting, and performance | 153

Editing and cloning views

Y ou can edit and clone views. Cloning a view creates a copy that you can modify and use for some
other purpose.

Toedit aview

1. Select Manage > Views.

2. Locatethe view you want to edit and select Edit.
3. Modify thetitle and conditions as needed.

4. Click Update View.

Tocloneaview

1. Select Manage > Views.

2. Locatethe view you want to clone and select Clone. This command appears when you move
your mouse over the view in the list of views.

3. Enter anew name for your view and modify the conditions as needed.

4. Click Add View.

Deleting and deactivating views

If you decide that you no longer need aview you can either delete it or deactivate it. Deleting it of
course means that it's gone and can't be retrieved. Y ou can instead deactivate views. Deactivated
views are listed in a separate table on M anage > Views and can be reactivated if needed.

Todeleteaview

1. Select Manage> Views.
2. Locatethe view you want to delete and select Edit.
3. Click Delete.

To deactivate/activate a view

1. Select Manage > Views.

2. Locatethe view you want to deactivate and select Deactivate. This command appears
when you move your mouse over the view in the list of views. The view is deactivated and
displayed in the list of inactive views.

3. Toreactivate the view, select it from the list of inactive views and select Activate.

Reordering views

Y ou can reorder your list of views, which affects what you see in the Views tab in the menu bar.
Agents can only reorder their personal views. Admins can reorder their own views and al shared
views.

Toreorder thelist of views

1. Select Manage > Views.

2. Click Reorder. You'll find this at the end of the list of active views.
3. Click and drag views to new locations.

4. Click Done.
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Adding the Ticket Views widget

Y our views can be displayed in awidget, which can be placed on any page in the help desk. Admins
can add widgets.

To add the Views widget

1. Select Settings > Extensions > Widgets.
Click Add Widget.

Select the Ticket Views widget.

Enter atitle for the widget.

Select the Display option to make it active.
Set the widget availability:

o U~ WwWN

* Anyone, incl. users who are not logged in

* Agents

» Logged in end-users
7. You can preview the widget by selecting Preview Widget and clicking Submit.
8. When you're finished, select Create Widget and click Submit.

Y ou can add the Views widget to many pagesin the help desk by selecting the Edit widgets on this
page.
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Monitoring ticket activity and agent performance with
reports

Using reports, you can monitor daily ticket activity, agent performance, compliance with your
service level agreements, average resolution times, and so on. Reports are detailed snapshots of
collections of tickets within atime period. Y ou can use many of the ticket properties to define the
types of tickets that you want to monitor with areport. Y ou can also define atime period based on
your business hours.

Reports are created by admins and can be used by agents.

Note: For now, the information about using the advanced reporting capabilities of GoodData for
Zendesk can be found here: Build reports with GoodData for Zendesk.

Reports consist of a graph and a data table, which are different views of the same day-to-day ticket
activity within a set time period.

High & Urgent Priority Tickets Csv | XML | Edit
Feb 0% Feb17 Feb25 Mar05 Mar13 Mar21 Mar28 Apr068  Aprid  Apr22  Apr 30 [NGEDS
Backlog M tickits Risolvid tickots

The report graph is avisual rendering of the data. If you place your mouse cursor over the graph,
you'll see the totals for each data series for each day. The legend consists of the names of the
data series that were added to the report. In this example, there are three data series that show all
unsolved tickets (which includes new, open, and pending tickets), new tickets, and solved tickets.

Note: If you're wondering, there's no significance to the colors of the graph lines. Y ou can add up to
8 data series to areport and each one is assigned a color to make the graph readable.


https://support.zendesk.com/entries/276286-build-reports-with-gooddata-for-zendesk
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Date Backlog New tickets Resolved tickets
Feb 09 65 2 Q

Feb 10 67 3

Feb 11 70 5 2

Feb 12 70 0 0

Feb 13 72 2 0

Feb 14 70 9

Feb 15 &7 2 5

Feb 16 66 5 [

The report table displays the same data but in a day-by-day table format. Thisis also the format that
you can download as either a CSV (comma separated values) file or as an XML file. See Exporting
reports.

Every report defines atime period and a set of conditions to select the set of tickets to be contained
in the report. See Creating reports.

Zendesk reports to get you started

Zendesk provides you with a set of reports for day-to-day help desk management. To view these
reports select Manage > Reporting. Y ou can select Edit to see the time period and conditions that
have been defined for each report.

Backlog Evolution

This report uses unsolved tickets as a baseline to compare against incoming new tickets and the
daily rate of solved tickets over the last three months.

High & Urgent Priority Tickets

This report uses high and urgent unsolved tickets as a baseline to compare against incoming
new high and urgent tickets and the daily rate of solved high and urgent tickets over the last
three months.

Incident Evolution

This report displays tickets with the type set to Incident, comparing new incident tickets with
resolved and unsolved incident tickets over the last 3 months.

Resolution Times

This report displays resolution times for solved and closed tickets over the last three months
using three measurements of time: less than 2 hours, less than 8 hours, and less than 24 hours.

Ticket Priorities

This report displays tickets by priority groupings over the last 3 months. Tickets with low and
normal priorities are grouped together as are tickets with high and urgent priorities.

Y ou can use these reports asis or clone them to make copies that you can modify and repurpose.
Y ou can also edit these reports but it's better to clone them and make changes to the copies. You
can't deactivate reports, but you can delete them if needed.
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Creating reports

Only admins can create reports, agents cannot. Agents can view reports and export report datato
downloadable files (see Exporting reports).

Reports consist of the following data elements:

« A reporting period, which specifies the time period for the report. For example, you might
include tickets from the last week or between specific dates.

* Oneor more data series, which defines the set of ticketsto be displayed in the report. You
use conditions to select the set of tickets to display.

Tocreateareport

1. Select Manage > Reports > Add Report.

Enter areport title.

Set the reporting period (described below).

Create one or more data series (described below).

To preview the report, select Preview Report and then click Submit.
To save the report, select Create Report and then click Submit.

o gk wN

Y ou can generate the same report once every 30 minutes.

Setting the reporting period
The reporting period can be set in either of two ways: in time periods relative to today or by
specifying a beginning and an end date.
The Relative to today option alows you to chose from these four periods of time:
o Last week
* Last two weeks

* Last month
¢ Last three months

The Fixed dateinterval option allows you to select a date range using specific start and end dates:

2011 % | April /10 4 to | 2011 %|| May S1EE
Y ou can set atime period up to 3 months.

Building data series

Y ou can include up to 8 data series in areport, each of which is shown asacolumnin atableand a
graph (line) in achart. Each data series must begin with one of the following ticket statuses:

e Created tickets (new)

* Resolved tickets (solved)

* Unsolved tickets (new, open, or pending)
e Old tickets (solved or closed)

« All tickets (all ticket statuses)

Each of theseis used to report on tickets of these types for every day during the time period you set
for the report. For example, on day one of the time period there may be one new ticket, on day two
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seven new tickets, and day three no new tickets. A data series reports totals for every day of the time
period, it's not arunning total of the tickets for the entire time period.

In addition to selecting aticket status, each data series can also include the conditions described in
the following table to further define a set of tickets to display in the report.

Table 17: Data series conditions

Priority There are four values for priority: Low, Normal, High, and Ur gent.

Aswith status, you can use the field operators to select tickets that span
different priority settings. For example, this statement returns all tickets that
are not urgent:

Priority islessthan Urgent

Type The ticket type values are:
Question

I ncident is used to indicate that there is more than one occurrence of the
same problem. When this occurs, one ticket is set to Problem and the other
tickets that are reporting the same problem are set to Incident and linked to
the problem ticket.

Problem is a support issue that needs to be resolved.

Task isused by the support agentsto track various tasks.

Group Select agroup name.

Assignee Select an agent.

Organization Select an organization.

Tags Y ou use this condition to determine if tickets contain a specific tag or tags.

Y ou can include or exclude tags in the condition statement by using the
operators Contains at least one of the following or Contains none of the
following. More than one tag can be entered. They must be separated with a
space.

Resolutiontimein  Thisisthetota amount of time before the ticket was closed.
hours

Ticket Satisfaction ~ This condition returns the following customer satisfaction rating val ues:

» Unoffered means that the survey has not previously been sent

» Offered meansthat the survey has already been sent

» Bad meansthat the ticket has received a negative rating

» Good means that the ticket has received a positive rating
Reopens The number of times aticket has moved from Solved to Open or Pending.
Agent replies The number of public agent comments.

Group stations The number of different groups to which aticket has been assigned.
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Assignee stations The number of different agents to which aticket has been assigned.
Firstreply timein  The time between ticket creation and the first public comment from an

hours agent. Y ou can specify either calender hours or business hours.
First resolutiontime The time from when aticket is created to when it isfirst solved. You can
in hours specify either calender hours or business hours.
Full resolutiontime  The time from when aticket is created to when it is solved for the last time.
in hours Y ou can specify either calender hours or business hours.
Agent waittimein  The cumulative time aticket has been in a Pending state (awaiting customer
hours response). Y ou can specify either calender hours or business hours.
Requester wait time  The cumulative time that aticket isin a New and Open state. Y ou can
in hours specify either calender hours or business hours.
Custom fields Custom fields that set tags (drop-down list and checkbox) are available
as conditions. Y ou can select the drop-down list values and Yes or No for
checkboxes.

Exporting reports

Every report in your help desk can be immediately downloaded as either a CSV or XML file. Only
admins can download reports, not agents.

To download areport

1. Select Manage > Reporting.
2. Select areport.
3. Select either CSV or XML. Thefiles areimmediately downloaded to your computer.

CSV files can be opened in spreadsheet applications like Microsoft Excel and OpenOffice.org Calc.

Exporting help desk activity reports (Plus+ accounts only)

Exporting help desk activity reportsis available to Zendesk Plus+ accounts only. Only admins can
export these reports.

The reports you can download include the following:

» Detailsfor al tickets (excluding ticket comments) over the last 3 monthsin CSV format
e XML reportsfor the following:

« Accounts, which is all the settings for your account

e Entries, which is all the content added to your forums (including comments)
* Forums, which is detailed information about your forum categories

e Groups, which is detailed information about your groups

» Organizations, which is detailed information about your organizations

* Posts, which are responses to questions posted in your forums

e Tickets, which are all the details (including comments) for all tickets over the last
three months

e Users, whichisthelist of all your users (end-users, agents, and admins).
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These reports can be generated immediately, which is a snapshot of the data at the moment you
select that option, or you can schedule builds of these reports or grab the latest report (previously
generated by another admin or from the scheduled build, if you set one up).

Reporting

Reports Export

Export CSV export generate | schedule | |atest
Full XML expor generale | latesi
User XML export generate | |atest

As mentioned above, the CSV export option generates areport of all tickets (excluding comments)
over the last three months. This isthe report that you can schedule to build automatically. The Full
XML export option gives you all the reports shown above. The User XML export option isjust the
Groups, Organizations, and User s reports.

When you select to generate areport, abuild is started and you are notified via email whenit's
complete. You can download azip file containing the report(s). When you select the latest report, the
most recently generated report isimmediately downloaded as a zip file. The download link isvalid
for at least 3 days.

Note: These XML reports contain the same data that you can access with the Zendesk API. For
example, the datain the User sreport is the same XML data that would be returned using the GET
command to access user data with the API. See Zendesk REST API: Users.

Scheduling the CSV export

The CSV export report can be scheduled to be built at any hour of the day. When it's complete, it's
posted to a callback URL where you can access and download it using your username and password
or atoken. Thisis primarily used for the GoodData for Zendesk integration, but you can set this up
to post the data to any callback URL. Y ou need to configure your web server to do this. For more
information, see Download scheduled CSV using PHP.

To schedulethe CSV export

1. Select Manage > Reporting > Export.
2. For the CSV export option, select Schedule.
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New CSV Export Schedule
Scheduled at: | 12zam | & The hour of the day that the export will start

ca"back URL Where we post when your export is complate
] F
hutp:f

See the XML we will post to the callback url

Authentication method Usad o retrieve your GV export
(*) Baslc. Requires your username & password to access the export,
) Token. Uses a uniquely generated value that is attached 1o export link, good for 3 days.

Create schedule % | Submit

3. Select the hour of the day you want the report to be generated, enter the callback URL, and
select the authentication method.
4. Click Submit.

Editing and cloning reports

Admins can edit and clone reports. Cloning areport creates a copy that can be modified and used for
some other purpose.

Toedit areport

1. Select Manage > Reporting.

2. Locatethe report you want to edit and select Edit.

3. Modify thetitle, time period, and data series as needed.
4. Click Update Report.

Tocloneaview

1. Select Manage > Reporting.

2. Locate the report you want to clone and select Clone. This command appears when you
move your mouse over the report in the list of reports.

3. Enter anew name for your report and modify the title, time period, and data series as needed.

4. Click Create Report.

Deleting reports
Reports can be deleted. Only admins can delete reports.
Todeleteareport

1. Select Manage > Reporting.
2. Locate the report you want to delete and select Edit.
3. Select Delete Report and then click Submit.
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Using customer satisfaction ratings

Y our end-users (customers) can provide feedback about their experience with your help desk and
support team by rating their solved tickets. When you enable customer satisfaction rating, by default,
end-users receive an email 24 hours after the ticket has been set to solved that asks one smple
guestion with two possible answers, as shown here:

How would you rate the customer service you received?

ood, I'm satished

The survey is designed to maximize the response rate by being quick and simple while also
gathering the essential data: a positive or negative rating.

Logging in not required to rate tickets

End-users do not have to be logged in to the help desk to rate their tickets. Clicking a response link
in the email opens atemporary URL to the ticket and prompts the end-user to rate the ticket and add
acomment if they'd like, as shown here:

How wiould you rate the support you recaived T Bad. I'm unsatisfied

Add a commant aboul the quality of support you received [optional):

Cancel Save my rating

In this example, the end-user clicked the 'Good, I'm satisfied' link so the Good button is shaded
greento indicate that it is the selected rating. A comment can be added and the rating can be
changed.

This tickel has bean rated as

With the following commaent:
Viery happy with the suppor. Thanks

The temporary survey link only works once, so end-users can't click it again from the email to
change their rating; however, they can change their rating while logged in to the help desk. The
rating prompt is shown on all solved tickets in the help desk. So, your end-users can rate tickets
without logging in or when they are logged in.

Ratings can be changed until the ticket is closed.
Additionally, the following rules apply to end-users when using satisfaction rating:

» End-users cannot opt-out of receiving survey requests.
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« Satisfaction rating is per ticket, not per customer. End-users receive a survey request for each
of their tickets that are solved.

When and how end-users are asked for a satisfaction rating viaemail is customizable. Y ou don't
have to send the request 24 hours after the ticket is solved, you can set a different time. Also, you
can add the survey request in the email that is sent when aticket is solved, rather than sending a
separate email x number of hours later. Y ou can also use business rules to be more selective about
(include or exclude) which tickets generate the survey request.

Agents cannot rate tickets
Agents are not allowed to rate tickets, even if they are the ticket requester.

Sending the survey request

When you (an admin) enable satisfaction rating (see Enabling customer satisfaction rating), a
system generated automation called Request customer satisfaction rating is added to your help
desk. This automation sends the survey email 24 hours after the ticket is solved. Y ou can of course
customize this.

The email body in the automation uses a placeholder called {{ satisfaction.rating_section}} to insert
the survey question into the message, as shown here:

Hell o {{ticket.requester.nane}},

We'd I ove to hear what you think of our custonmer service. Please take a nonment to
answer one sinple question bel ow

{{satisfaction.rating_section}}

Here's a rem nder of what your ticket was about: {{ticket.coments_formatted}}

When customers receive the email, they simply click either the Good or Bad links and follow the
steps described above.

For more details about the automation, see Customer satisfaction rating automation.

Use a trigger instead of the automation

Rather than use the automation to send the survey, you can deactivate it and use the
{{satisfaction.rating_section}} placeholder in atrigger instead. Y ou'd most likely add the survey
request to your 'solved' trigger. The default 'solved' trigger in Zendesk is called Notify requester of
solved request.

All you haveto dois add the { { satisfaction.rating_section}} placeholder to the email body, asin this
eaxmple:

Your request (#{{ticket.id}}) has been deened sol ved.

To review, conmment and reopen the request, follow the link bel ow
http://{{ticket.url}}

We'd I ove to hear what you think of our customer service. Please take a nonment to
answer one sinple question bel ow

{{satisfaction.rating_section}}
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{{ticket.coments formatted}}

Using the solved trigger for the survey request means one less email to the end-user, if that'sa
concern for you. Using the automation and a separate email may yield better results because it isthe
focus of the email, not just an addition to the solved email.

Note: Rating aticket does not change its status; it's not reopened or in any other way modified aside
from capturing the rating.

How agents receive the satisfaction rating feedback

The results of customer satisfaction rating are shown in the help desk, in the agent's dashboard, and
inaview called Rated tickets from the last 7 days.

Agents see, in their dashboard, the number of good and bad tickets for the last week and the overall
satisfaction rating for the agent and the entire help desk over the last 60 days (including the current

day).

Note: You must have the agent dashboard enabled to see the customer satisfaction ratings. An
admin can do this by selecting Settings > Agents > Agent Dashboar d and deselecting the Hide

option.
Max McCal
Open Tickets Ticket Statistics Satisfaction Statistics
3 66 6 0 46 96% 93%

The calculation of the overall satisfaction rating uses the following simple formula:

Total Positive Ratings (60 days)

_ 100
Total of all Ratings (60 days)

Score % =

This means that the score is an average of the total positive ratings from the past 60 days. An
agent with a score of 90% means that over the past 60 days, 90% of the ratings they received were
positive.

Agents, groups, and the account all have scores. The help desk score (in the example above, 93%)
isthe average for all agentsin the help desk. The two ratings provide feedback about individual
performance and the average performance of all agentsin the help desk.

Note: An overal rating score will not be shown until 30 tickets are rated. This applies at the agent,
group, and account levels. This means that an agent needs 30 ratings, a group (all agents within the
group) needs 30 ratings, and the account (all agentsin the help desk) needs 30 ratings.

The new view (Rated tickets from the last 7 days) gives you a quick overview of the rating
activity, with a Satisfaction column containing both Good and Bad ratings. Y ou can of course clone
and modify thisview or create your own.

The following rules apply to agents when using customer satisfaction rating:

e Agents cannot rate tickets.
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« All agents see their ratings in their dashboard. This feature is enabled at the account level and
appliesto al agentsin the help desk. Y ou cannot exclude individual agents from receiving
ratings on the tickets they are assigned to.

Additionally, ratings cannot be moderated. All ratings are shown in the help desk.

Enabling customer satisfaction rating
By default, customer satisfaction rating is disabled. It can be enabled by an admin.

To enable customer satisfaction rating

1. Select Settings > End-users > Satisfaction.
2. Select Enable.
3. Click Save Tab.

Y our help desk is now set up to send your end-users the customer satisfaction rating email.
Enabling this also creates a new automation called Request customer satisfaction rating (System
Automation) and aview caled Rated ticketsfrom thelast 7 days. Both can be modified as needed
to suit your workflow.

Request customer satisfaction rating automation

The customer satisfaction rating automation, Request customer satisfaction rating (System
Automation), sends the survey request email 24 hours after aticket has been solved.

Automation title

Request customer satisfaction rating (System Automation)

Meet all of the following conditions:

Status H Less than H Closed = d
Hours since solved H Is 24 d
Ticket Satisfaction H Is Unoffered 3 d

Note: It'simportant to understand that this automation fires at 24 hours after the ticket is set to
solved. The condition statement is Hours since solved is 24 not Hours since solved greater than 24.
This means that when you first enable customer satisfaction rating, none of the tickets that have been
solved for more than 24 hours will generate a survey email to the requester. Y ou can change this of
course.

You'll notice that there's a Ticket Satisfaction condition aswell. This condition has the following
four values:

« Unoffered meansthat the survey has not previously been sent

» Offered means that the survey has already been sent

» Bad isthe customer's negative rating

» Good isthe customer's positive rating
Note: These are also available as placeholders. See Customer satisfaction rating placeholders.
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The unoffered value is used here because we only want to send the survey for tickets that have not
aready been rated.

The automation actions send the survey request email to the requester.

Perform these actions:

Email user v (requester) : d
Email subject:

Request #iticketidll: How would you rate the suppon you received?
Email body:

Hello {{ticket. requester.name}},

We'd love to hear what you think of our customer service. Please take a moment to answer one simple question by
clicking either link balow:

{{satisfaction.rating_section]}
Here's a reminder of what your ticket was about:
{{ticket.comments_formatted}}

View available placaholders =

Ticket Satisfaction

ar
W

offered to requester = ﬁ
iasl

The {{ satisfaction.rating_section}} placeholder contains the rating question and answer links.
Y ou can modify the surrounding message as heeded. And as always, a canceling action is used to
complete the automation,; ticket satisfaction is set to offered to requester.

This automation can be modified to exclude tickets using many different criterion. For example, you
might not want surveys sent for tickets assigned to a certain group or from a certain organization or
for tickets containing certain tags.

Customer satisfaction rating placeholders

Aside from the placeholder mentioned above, {{ satisfaction.rating_section} }, the customer
satisfaction rating feature adds four other related placeholdersto the help desk. All of these
placeholders can be used in various ways and are described in the following table.

Table 18: Customer satisfaction rating placeholders

{{ satisfaction.rating_section}} A formatted block of text prompting the user to
rate satisfaction.
How would you rate the customer service you received?
Good, I'm satisfied

Bad.I'm unsatisfied

{{satisfaction.current_rating}} The text value of the current satisfaction rating,
either Good or Bad.
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{{satisfaction.positive_rating_url}} A URL to rate the support positively.

{{ satisfaction.negative rating_url}} A URL to rate the support negatively.

{{satisfaction.rating_url}} A URL to rate the support (positive or negative
are not pre-selected).

{{ satisfaction.current_comment} } The comment that the user added when rating
the ticket.

Creating customer satisfaction reports

Both the standard reporting in Zendesk and GoodData for Zendesk reporting (available to Zendesk
Plus+ customers) provide support for ticket satisfaction rating.

In the standard reporting, you can use the Ticket Satisfaction condition to create a report that
displays statistics for tickets rated good and bad, asin this example:
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Report title

Satisfaction rating

Reporting period

(*) Relative to today () Fixed date interval

Last week H

Data series

Bad tickets

an

Resolved tickets

ar
3
ar

Ticker Satisfaction Bad

L

Good tickets

an

Resolved tickets

L

Ticket Satisfaction

Is E Good = ﬁ

Add data series »

M & i 1
Preview report & | Submit |

Y ou can of course also add groups, organizations, specific assignees, and so on.

GoodData for Zendesk customer satisfaction reports

GoodData for Zendesk provides a project template containing the following four customer
satisfaction rating reports:

Customer satisfaction summary
A summary of satisfied vs unsatisfied ratings, overall satisfaction score and response rate, for
the trailing week and month.

Support satisfaction vs response rate

View adaily trend of customer satisfaction vs customer response rate for solved tickets over
the last month.
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Top performers and laggards

Show highest and lowest performing agents by satisfaction score. By default, agents will only
show in this report once they have been rated on 30 or more ticketsin the last 60 days; thisis
configurable.

Customer satisfaction watchlist

Immediately surface customers with the lowest satisfaction score. Use thisinformation to
pinpoint important customers who may need extra support attention.

Setting up customer satisfaction reports in GoodData

GoodData provides instructions for creating a new project template that includes the customer
satisfaction rating reports. Or, you can update your existing template to add the reports without also
losing the customizations you've made to the GoodData reporting dashboard.
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Analyzing forum activity

To more closely monitor how active your knowledge base and forums are, Zendesk provides a Stats
dashboard. For each category and forum, you see activity datafor the last 30 days. Thisincludes
the number of new topics created, how many users have viewed the topics, and the total number of
votes, subscriptions, and comments.

Forum analyticsis available in the Plus+ and Enterprise versions of Zendesk. The statistics are only
visible to admins and agents who have permission to moderate the forums.

Overview = Recent | 5tats add category

Forum 5tats

173 Topics 119,391 Views 591 Votes 606 Subscriptions 890 Comments

B ¥ N I W L= W J / J _,/

173 Topics

10

By clicking one of the five data sets, you see a more detailed graph that contains a node for each
day. Hover your mouse over the nodes to see the total number for that day.

The detailed graph also compares each data set to its average from previous months, as shown in the
detailed graph below.
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Overview | Recent | Stats add forum

Category Stats (creat

5 Topics 14,252 Views 14 Votes 52 Subscriptions 93 Comments

14,252 Views [

Activity statistics are provided at each level in the forums: the overview level, at the category level,
and for forums and topics. When you select one of the statistic types (for example, Views, as shown
above) the top 25 topics are displayed below the Stats dashboard. They are sorted from highest to
lowest (for example, most views to least views). The number of viewsis shown next to the topic
title. In the example below the total number of views for the most viewed topic is 1521.

Top 25 by number of views (last 30 days)

D Lesson 3: Customizing the customer experience (1,521)
! L ] [ ]

B Cetting Started / Getting Started Guide

|—. Lesson 1: Jumping in and solving your first ticket (754)
m Getting Started / Geatting Started Guide

E- Getting Started with Zendesk (for Beginners) (686)

L] L]
B Cetting Started / Video Tutorials

Each of the topic listsis a persistent URL (for example: https://support.zendesk.com/
categories/12132-getting-started#stats/entry _view) that can be bookmarked.

Forum analytics is enabled by default. If you don't want to use this feature, select Settings >
Channels> Web portal > Forum analyticsto disable it.

How statistics are calculated

The statistics are calculated based on the following:

e All activity for the last 30 days
« Access by both end-users and agents
« Each page request is counted as aview
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When you move atopic to adifferent forum or aforum to a different category, the item's statistics
are not added to the container's statistics. This is because statistics are only calculated for a container
(aforum or category) if the activity occurred within the container. 30 days after you've moved the
item, the container will accurately reflect the activity that occurred within those 30 days. The moved
item, however, retains all its accumulated activity statistics. Likewise, the container that the item
was moved from retains the item's statistics until 30 days after it was moved.

The subscriptions statistic is based on the total number of subscriptions to the topics within a forum.
Subscriptions to the forum itself are not cal culated.

It can take up to 24 hours before new activity datais displayed in the Stats dashboard.

How you can use forum activity statistics

Forum analytics gives you insight into how your knowledge base and forums are being used. Y ou
can then take action based on this information. Here are several examples of how you can use forum
analytics to monitor your knowledge base and provide better support to your customers.

Monitor unanswered questions and create tickets

If you create aforum for asking and answering questions, you can track what questions have
not been answered within 24 hours (for example) and either respond to them or assign the
guestion to an agent by clicking Escalate to ticket. Monitoring this type of forum can also
make you aware of the types of information that should be addressed in your knowledge base.

Update popular topics

At the overview, category, and forum levels, you can easily see what the most popular topics
are by number of views. Select Views from the Stats dashboard and you'll see the list of top 25
topics by views over the last 30 days. Y ou'll see the total number of views per item and aso
the topic author and the creation date. Y ou'll want to ensure that your most popular topics are
closely monitored and are always up to date.

Measure your knowledge base content effectiveness

Using forum analytics, you can measure how effective your content isin creating deflection by
answering gquestions before they are asked. For example, a high number of votes can indicate
that atopic isuseful. A topic with many comments can indicate that the content is confusing or
incomplete and requires your customers to ask follow-on questions.
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Getting started with email in Zendesk

Y our Zendesk account supports an unlimited number of email addresses within your Zendesk
domain. In other words, you can support as many email address variations as you need. For example,
you might use support email addresses such as these:

yaccount.zendesk.com

supporti@m

i nyaccount.zendes

I
i)

xs@myaccount. zendesk.con
billing@myaccount.zendesk. con

Email you receive into your help desk becomes tickets.

Note: Some email may be redirected to the suspended tickets queue. This includes email that
is flagged as spam and under certain conditions legitimate support requests that do not meet the
acceptance criteria. For more information, see Managing suspended tickets .

By using different email addresses for different situations, you can manage and track your tickets
based on the email address at which the support request was received. For example, if your end-
users send email to sales@myaccount.zendesk.com, you can create atrigger to route tickets received
at that address directly to the Sales team. Y ou can aso track, via views and reports, tickets received
at those different addresses.

Y ou don't need to explicitly declare any of these email variations in your Zendesk account settings.
By default, any email domain username is supported. Just publish the email addresses you want to
support and your end-users can send support requests to those addresses.

Note: This also meansthat variations are also supported. For example, if an end-user misspelled
your support email address (for example, biling@myaccount.zendesk.com) the email is also
accepted and aticket created.

The email channel has many options for controlling how your end-users interact with your help desk
using email. Y ou can also use email to organize your users and customize your workflow.

Forward email to Zendesk from external email addresses

Accepting support requests via external email addressesis also supported. If you already have, or
want to support, external email addresses, you can forward email received at those addresses to
equivalent addresses in your Zendesk domain. For example, you might set up email addresses for
your company's domain that map to your Zendesk domain.

Lmycompany.Comn yaccount zendesk.comn

faccount.zendesk.co

1Iycompany.Comn yaccount.zendes

1
1Iycompany.com
1
1

x

Iycompany.Comn yaccount.zendesk.co
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Y ou can also forward all of your external support email addressesto just one of your Zendesk
account domain email addresses, if you don't want or need to manage incoming email using the
separate addresses.

When first setting up your email channel, you may want to begin by determining how many
addresses you need and then setting up email forwarding from your external email account. Email
forwarding is described in Forwarding email from other email providers.

Use your own email domain for incoming and outgoing email

In addition to receiving support requests at your external email addresses and then forwarding that
email to your Zendesk account, you can also configure your email channel to process all outgoing
email asif it were coming from your own email domain, rather than your Zendesk account domain.

Exactly how thislooks to your end users depends on how you set up your reply address. These
options are described in the following section.

Using your own domain requires alittle more set up on your part and much of it is done outside
of Zendesk and may require help from your domain administrator. Setting this up is a multi-step
process and is described in Using an external email domain.

Change the email addresses used in outgoing email
notifications

Zendesk provides you with a number of options for changing the email address that is used in email
notifications to your end-users.

Email addresses consist of three parts:. the friendly name, the username, and the domain.

MondoCAM Support <support@mondocam.zendesk.com=>

Friendly name Username Domain

The friendly name in this example is the name of your help desk (Settings > Account > Branding
> Help desk name). The username, the word before the @ character, comes from the default reply
email address (Channels > Email > Default reply email address). The domain consists of a
combination of subdomains: your account and Zendesk.

If you make no changes to your outgoing email configuration, the features of which are described
below, thisisthe address used in all email replies to the support requests you receive.

In addition to the three parts of an email address, there are also three types of email addresses that
are used in the exchange of email messages between end-users and your help desk.
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Sent To Thisisthe email address that supports requests are sent to. The Sent To email
address can be any of your supported email help desk email addresses (for example,
support@myaccount.zendesk.com).

Reply From  Thisisthe email address that end-users see as the From address in the replies they
receive from your help desk. There are a number of options for changing what this
looks like (described below).

The default reply addressis My help desk name
<support@myaccount.zendesk.com>.

Reply To Thisisthe email address that end-users see when they reply back to the email they
received from your help desk. Replies back from the end-user include the ticket
number, asin this example:

My help desk name <support+id#@myaccount.zendesk.com>

Note: Theticket ID is handled differently when using your own email domain. See
About the Reply To addresses.

When you enable the Zendesk outgoing email configuration options, they affect the Reply From and
Reply To email addressesin dlightly different ways for accounts using the default help desk domain
(myaccount.zendesk.com) and those using an external domain (mycompany.com).

Default reply email address

The default reply email addressis used as the Reply From addressin al outgoing email unless
you enable one of the other options described below. See Default reply email address.

My help desk name My help desk name <support
<support@myaccount.zendesk.com> +id#@myaccount.zendesk.com>
My help desk name My help desk name
<support@mycompany.com> <support@mycompany.com>

Y ou can change the default reply username to any of the other email addresses that you
support.
Personalized email replies

Enabling personalized email replies adds the agent's name to the Reply From address,
overriding the default reply email address. See Personalized email replies.

Claire Grenier <notifications- My help desk name <support
support@myaccount.zendesk.com> +id#@myaccount.zendesk.com>
Claire Grenier <notifications- My help desk name

support@mycompany.com> <support@mycompany.com:>
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Agent display names

In the Plust and Enterprise versions of Zendesk, agents can create display names that are used
in all communications with end-users. When personalized email repliesis enabled, the agent's
display name overridestheir real name. See Agent display names.

Senhora Claire <notifications- My help desk name <support
support@myaccount.zendesk.com> +id#@myaccount.zendesk.com>
Senhora Claire <notifications- My help desk name
support@mycompany.com> <support@mycompany.com>

Email pass through addresses

Enabling email pass through addresses means that the same email address that was used as

the Sent To addressis also used as the Reply From address. This only works when forwarding
email from external email addresses or using an external email domain for outgoing email. See
Email pass through addresses.

hel p@mycompany.com My help desk name
<support@mycompany.com>

The email username does not pass through in the Reply To address. Instead, the default reply
email addressis used.

About the Reply To addresses

When your end-users reply back to an email notification, the base of the Reply To addressis your
default reply email address. However, replies back from the end-user must also include the ticket ID
so that the incoming email can be matched to the ticket in your help desk. Thisisimplemented in
two different ways. When using the myaccount.zendesk.com domain, the ticket ID isincluded in the
Reply To address, asin this example:

MondoCam Support <support+id1910@mondocam.zendesk.com>

Theticket ID is also added as atoken in the email header. The only control you have over the Reply
To address is to change the default reply email address. For example, if MondoCam used 'help'
instead of 'support' as the username in the default reply address, the Reply To email address would
look likethis:

MondoCam Support <help+id1910@mondocam.zendesk.com>

If you're using an external domain for email, the ticket ID is added to the email header but is not
included in the Reply To address. Also, as noted above, the default reply addressis used.

MondoCam Support <support@mondocam.com>

The difference between these two implementations has to do with how email is processed when
using an external domain.
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Customize your email templates

All of your email communication is sent using a template that you can customize. The templateisin
both HTML and plain text. Y ou can customize the template to match your branding. Y ou can also
make some minor modifications to the wording.

## Please do not write below this line ##

MONDQOCAM SUPPORT CENTER

Ticket #54: Auto ISO problem

A ticket (#54) by Siena Menners has been received. It is unassigned.

Review it by following the link below:
http:imondocam. zendesk. comitickets/ a4

Siena Nenners, Aug-18 13:52 (AKDT):

| set my XD-89 to automatically select the IS0 for me but it always chooses
IS0 100 no matter what the light is like. If | turn it off | can set the SO
manually with no problem. Is my camera defective?

Thanks

This email is a service from MondoCAM Support Center

This example shows that a header graphic has been added to the HTML template and the colors have
been changed.

Customizing your email templatesis described in Customizing your email templates.

System generated registration and welcome email messages

If you require your end-users to register before submitting support requests, there are two system-
generated emails that they receive: the user welcome message and the email verification message.

The text of the messages can be edited by an admin by selecting Settings > End-user s. Both
messages can be edited on this page.

The user welcome email message:

Pl ease follow the Iink below to choose a password, and we will log you in right
away.

The email verification email message:

We need to verify that you are the owner of this enmil address. Please follow the
link below to verify.
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If you run an open help desk and therefore don't require your end-users to register and log in, they
will not receive either of these messages. See Updating end-user settingsto create an open help
desk.

Email messages generated by business rules

Any business rules you set up to notify users contain text that will be included in email notifications.
Zendesk provides you with several notification triggers the generate email notifications when a new
support request is received viathe ticket channels you support.

The default notification triggersinclude:

» Notify requester of received request
« Notify all agents of received request
» Notify twitter requester of received request

Email notifications are usually generated at each stage in the workflow, such as updating the ticket,
solving the ticket, and so on. Y our help desk business rules will contain many email notifications.

Agent email settings

Y ou have a number of options for customizing an agent's outgoing email. As mentioned in Change
the email addresses used in outgoing email notifications above, you can configure your help desk to
include the agent's real name or display name in outgoing email.

Each agent's signature can also be added to ticket comments and outgoing email notifications. This
isthe default setting (Settings > Agents). A placeholder is used to insert the signature that agents
add to their own profiles. An agent's signature can include any text, such astheir name, the name of
their support group, contact information, and so on.

Y ou can also create a signature template for your help desk if, you example, you want al agent
signatures to include a standard wording and format for the company address. See the agent settings
page Settings > Agents for more information.

Use email domains to control access to your help desk

Y ou can control accessto your help desk based on your end-users email address using the whitelist
and blacklist. You add email domains or specific email addresses in the whitelist to alow those users
to submit email. Domains and email addresses added to the blacklist can be immediately routed into
the suspended email queue or completely rejected, preventing tickets from being created.

For more information, see Using the whitelist and blacklist to control access to your help desk.

Use email to manage users

Users can be automatically added to an organization based on their email domain when they submit
arequest for the first time or otherwise register with the help desk. Thisisreferred to as user
mapping and an admin can set this up by editing an organization's settings.

For more information, see Automatically adding users to organizations based on their email domain.
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Multiple email address support

Each user's account can contain multiple email addressidentities. Oneisthe primary addressand is
used for al email notifications. Other email addresses are supported so that support requests that a

user sends from one of their other emails accounts (either inadvertently or on purpose) are matched
to the same user account.

If an aternate email addressis not included in the user's profile, a new and separate user account
is created. Should this happen, you can merge the new account into the old account. For more
information, see Merging a user's duplicate account.

Suspended tickets and spam email

Zendesk uses a spam filter to prevent your help desk from getting cluttered with bogus tickets. Spam
email is caught and may be held in the suspended tickets queue or completely rejected (this depends
on a percentage of probability that the email is spam). The suspended tickets queueis a system-
generated view that appearsin your list of views when email has been added to it.

However, there are other conditions under which legitimate tickets can be sent to the suspended
ticket queue. See Managing suspended tickets for more details.

Email can also be suspended or rejected by using the whitelist and blacklist (Using the whitelist and
blacklist to control access to your help desk) and you can manually delete aticket and suspend the
ticket requester if it makesis past the spam filter.
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Forwarding email from other email providers

Y ou can receive support requests at external addresses and then forward them to equivalent email
addresses in your Zendesk account.

support@mycompany.com = support@myaccount. zendesk.com
help@mycompany.com myaccount.zendesk.com
sales@mycompany.com = sales@myaccount.zendesk.com
billing@mycompany.com = billing@myaccount.zendesk.com

Y ou can also forward all of your external support email addressesto just one of your Zendesk
account domain email addresses, if you don't want or need to manage incoming email using the

separate addresses.
support@mycompany.com support@myaccount.zendesk.com
help@mycompany.com = support@myaccount. zendesk.com
sales@mycompany.com support@myaccount. zendesk.com
biling@mycompany.com support@myaccount.zendesk.com

Y ou configure email forwarding in your email account, not in Zendesk. Exactly how thisis done
depends on the email provider you're using. Here are several popular examples:

e Microsoft Outlook 2007: Automatically forward my messages to another e-mail account
e Google Gmail
» Yahoo Mail

Note: You might also want to check out a Zendesk forum post called Forwarding emails from
Microsoft Exchange, Fastmail, or Gmail to Zendesk, which contains some examples of setting up
email forwarding and lots of good advice from Zendesk users.

A number of email providers aso allow you to create email forwarding rules so that you can select
the incoming mail that should be forwarded to your Zendesk account.

Check your suspended view for forwarding verification email

Using email forwarding in Google Gmail as an example, a verification email is sent to
support@myaccount.zendesk.com when you set up the forwarding. Y ou'll need to check your ticket
gueue to locate the verification message and then click the link to verify that you want to forward
email to this address. If you can't locate the verification message ticket, check the suspended tickets
view. See Managing suspended tickets Managing suspended tickets.


http://office.microsoft.com/en-us/outlook-help/automatically-forward-my-messages-to-another-e-mail-account-HA010227668.aspx
https://mail.google.com/support/bin/answer.py?answer=10957
http://help.yahoo.com/tutorials/cg/mail/cg_access5.html
https://support.zendesk.com/entries/6974-forwarding-emails-from-microsoft-exchange-fastmail-or-gmail-to-zendesk
https://support.zendesk.com/entries/6974-forwarding-emails-from-microsoft-exchange-fastmail-or-gmail-to-zendesk
https://support.zendesk.com/entries/20512557-managing-suspended-tickets
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Using an external email domain

To change your email address to an email domain other than myaccount.zendesk.com, you need to
make changes to your domain DNS settings. All but one of the steps involved are done outside of
Zendesk and require knowledge of and access to edit your web site's domain settings.

There are three steps required to make this change:

1. To receive support requests at an email address other than the Zendesk default email address
(for example, help@mycompany.com), you need to forward mail received at that address to
your Zendesk account (support@myaccount.zendesk.com).

2. Create an SPF record to allow Zendesk to send email on behalf of your email server.

In other words, outgoing mail will appear to be from help@mycompany.com, not
support@myaccount.zendesk.com.

3. Update the default reply email addressin Settings > Channels > Email to your externa
support address (hel p@mycompany.com).
4. If you also want to use personalized email replies, create an alias for the reply address.

Forward your incoming support mail to Zendesk

Thefirst step isto forward the email that is received at your external email addresses to equivalent
addresses in your Zendesk account. See Forwarding email from other email providers.

Allow Zendesk to send outgoing mail on behalf of your email
domain

The only way that you can send outgoing email from your Zendesk account and make it appear

that it originated from your own email address (hel p@mycompany.com), isto create or edit (if

you aready have one set up) an SPF (Sender Policy Framework) record to include areferenceto
Zendesk. The SPF record declares what SMTP servers other than your own are allowed to send mail
asif it originated from your domain, which prevents spammers from sending email appearing to
come from your domain.

To create or edit an SPF record, you need to edit your domain's DNS settings. The steps in this part
of the process are going to vary depending on the hosting service you use.

To begin, it'll be helpful to understand more about SPF records and what you need to include in
yours. We recommend using either of the following SPF records.

Option 1:
v=spf 1l include: support.zendesk.com ~al |
Option 2:
v=spf 1l include: support.zendesk.com ?al |

Thisis an example of anew SPF record. If you already have an SPF record, you add
support.zendesk.com to it.
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Note: Some Zendesk users have reported that they also needed to include smtp.zendesk.com to their
SPF record. This may be due to a configuration issue with the external domain. You includeit asin
the following example:

v=spf 1 incl ude: support.zendesk.com i ncl ude: snt p. zendesk. com ~al |

The only difference betweenthetwois~al | and ?al | . These differences will be explained after
describing the other elements contained in the record statements.

The first element in the record isv=spf 1, which setsthe SPF versionto 1. Thei ncl ude directiveis
then used to declare that suppor t . zendesk. comhas permission to send outgoing mail from your
Zendesk account asif it came from your domain.

Finally, theal | directive determines how mail received from adomain not included in the SPF
record is handled. To rgject all mail not coming from adomain listed in the SPF record, you would
use- al | . However, Zendesk and many other customers who have aready set this up, recommend
using either ~al | or ?al | . Here'swhat each means:

e ~all - Thisisconsidered a'soft fail' in that the mail did not originate from adomain listed
in the SPF record. However, it's not immediately rejected and may be evaluated further to
determineif it will be accepted. In other words, the mail might be rejected as spam.

e ?all - Thisisadeclaration that you have no policy about mail received from domains not
listed in the SPF record. Using this minimizes the chances of the mail being rejected as spam.

Which of these you chooseis up to you and your domain administrator. Some Zendesk users have
noted that using the more lenient setting (?al | ) helpsto offset poorly configured mail servers that
might otherwise over zealously reject the mail.

Note: If you're curious, you can read more about SPF records at www.openspf.org.

Creating an SPF record

Thisisastep that you'd ideally have your domain administrator take care of. If that's not possible,
or if you're the de facto domain administrator, here are some examples of how add an SPF record to
your domain.

SPF records are asingle line of text and follow the format described above. If you have already
set up an SPF record for another purpose, you can simply add a reference to the Zendesk support
domain to it. For example, users of both Google Apps and Zendesk have created SPF records that
look likethis:

v=spfl include: spf.google.cominclude: support.zendesk. com ?al |

How you add an SPF record to your DNS configuration depends on how and by who your domain is
being hosted. As an example, here are the instructions provided by GoDaddy.com: Managing DNS
for your domain names.

Update the default reply email address in Zendesk

Thefinal step isto select Settings > Channels > Email and set the default reply email addressto
your external email address.


http://www.openspf.org
http://help.godaddy.com/article/680#spfrecs
http://help.godaddy.com/article/680#spfrecs
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Default reply email address help@mondocam.com
This is the default reply address for all mails sent from
your Zendesk. Any mail sent to an
mondocam.zendesk.com address will be received in your
zendesk - .9. support@mondocam.zendesk.com or

sales@mondocam.zendesk.com. Learn more

Personalized email replies with external default email reply
addresses

When you change your default reply email address to an external domain and also want to enable
personalized email replies (see Enabling personalized email replies), you need to do an additional
step to get it working properly.

With personalized email replies enabled, the reply address is Agent Name <notifications-
support@myaccount.zendesk.com>. Since you've Set up your account to use an external
domain, you need an equivalent email address for your external domain (notifications-
support@mydomain.com) to enable this feature.

To do this, you need to create an email alias (sometimes referred to as a nickname or forwarder) that
forwards email from notifications-support@mydomain.com to support@myaccount.zendesk.com.

Thisistypically an easy task. Here's an example of setting up an email alias in Google Gmail:
Google: Add an email alias.


http://www.google.com/support/a/bin/answer.py?answer=182527
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Changing the default reply email address

When you create a Zendesk account, by default, your default reply email addressis
support@myaccount.zendesk.com (email received at this address become tickets). This addressis
used as the Reply From addressin all email notifications unless you do one of the following:

» Enable personalized email replies
* Useagent display names
« Enable email passthrough
The part of the address that you can change with this option is the email username, which isthe

word preceding the @ symbol. The friendly nameis the title of your help desk (Settings > Account
> Branding > Help desk name).

Y our default reply email addressis used as the reply address no matter which of your supported
email addressesis used.

support@myaccount.zendesk.com My help desk name
<support@myaccount.zendesk.com>

hel p@myaccount.zendesk.com My help desk name
<support@myaccount.zendesk.com>

sales@myaccount.zendesk.com My help desk name

<support@myaccount.zendesk.com>

billing@myaccount.zendesk.com My help desk name
<support@myaccount.zendesk.com>

If you forward email from external email accounts (see Forwarding email from other email
providers), theresult is the same.

support@mycompany.com My help desk name
<support@myaccount.zendesk.com>

help@mycompany.com My help desk name
<support@myaccount.zendesk.com>

sales@mycompany.com My help desk name
<support@myaccount.zendesk.com>

billing@mycompany.com My help desk name
<support@myaccount.zendesk.com>

If you've set up to use an external email domain for outgoing email (see Using an external email
domain), you also set an external default reply address.

support@mycompany.com My help desk name
<support@mycompany.com>
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hel p@mycompany.com My help desk name
<support@mycompany.com>

sales@mycompany.com My help desk name
<support@mycompany.com>

billing@mycompany.com My help desk name
<support@mycompany.com>

Note: If you enable email pass through addresses (see Setting up email pass through), the Reply
From address is the same address that the email was sent to. This overrides the default reply email
address, personalized email replies, and agent display names.

Y ou can change your default reply address to any other email address in your Zendesk account. Y ou
can also change your default reply address to an external email address. The first option is described
here and the second is described in Using an external email domain.

To change support@myaccount.zendesk.com to something like hel p@myaccount.zendesk.com
or sales@myaccount.zendesk.com, all you need to do is select Settings > Channels > Email and
change the username.

Default reply email address help@mondocam.zendesk.com

This is the default reply address for all mails sent from
your Zendesk. Any mail sent to an
mondocam.zendesk.com address will be received in your
zendesk - .0. support@mondocam.zendesk.com or
sales@mondocam.zendesk.com. Learn more

Y ou can change this when you set up your account or any time thereafter.

The email username you enter here is also used in the email Reply To address. For more
information, see About the Reply To addresses.
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Setting up email pass through

When forwarding email from external email addresses (see Forwarding email from other email
providers) or using an external email domain for outgoing email (see Using an external email
domain), the Reply From address (the address that end-users see in email responses to their support
requests) can be configured to use the same email address that was used to submit the request. This
isreferred to as email pass through addresses and enabling it overrides all other settings that affect
the email Reply From address (default reply email address, personalized email replies, and agent
display names).

This option doesn't provide the personalization of including the agent's name or display name, but
it does provide continuity in that a support request sent to your billing department's email address,
for example, isreplied to using the same email address. What is passed through and returned is the
original email username and domain.

support@mycompany.com support@mycompany.com
hel p@mycompany.com hel p@mycompany.com
sales@mycompany.com sales@mycompany.com
billing@mycompany.com billing@mycompany.com

Note: Email pass through does not work with your Zendesk email addresses (for example,
support@myaccount.zendesk.com).

When an end-user replies back to the email, the Reply To addressis the default email address. The
email address does not pass through.

help@mycompany.com My help desk name
<support@mycompany.com>

billing@mycompany.com My help desk name
<support@mycompany.com>

To enable email passthrough

1. Select Settings> Channels > Email.
2. Select Email passthrough address > Enable.

For thisto work properly, Zendesk needs to know where the email originated. Thisinformationis
contained in the email header. At least one of the following elements must be present in the header:

e X-Forwarded-For
» X-Envelope-To

e X-Orig-To

* Resent-From

Some email clients and providers do not include this information in the header, which means that
email pass through will not work. If you have control over how email is handled (for example, when
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forwarding email through your own domain or in a corporate setting), you can ensure that pass
through will work by adding this information to the email header.
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Enabling personalized email replies

When configuring your email channel, you have the option of adding the agent's name to the Reply
From addressin all email repliesto the end-user. In other words, you're changing the email friendly
name from the help desk name to the agent name. Thisisreferred to as per sonalized email replies.

This example shows how email notifications ook to end-usersif you have not enabled personalized
email replies.

From: |MondDCAM Support Center -\:5|.|ppon@mondccam.zendesk.com:-|
Subject: Requestrecelved: Flash won' fire
Date: August 16,2011 11:03:45 AM PDT
To: Argus Waldren <awaldren@example. com=

The help desk hame and default reply email addressis used. The agent's name does not appear in the
Reply From address, but it isincluded in comments that the agent adds to the ticket.

With personalized email replies enabled, end-users see the agent's name in the Reply From address.
This overrides the default reply email address.

From: |I'I."Iax McCal <notifications-support@mendocam.zendesk.com=
Subject: [Mondo upport Center] Re: Flash won't fire (tickef 1)
Date: August 16, 2011 12:10:23 PM PDT
To: Argus Waldren <awaldreni@example. com=

Personalized email replies works with all of your email addresses.

support@myaccount.zendesk.com Claire Grenier <notifications-
support@myaccount.zendesk.com>

hel p@myaccount.zendesk.com Ben Gunther <notifications-
support@myaccount.zendesk.com>

sales@myaccount.zendesk.com Donna Rohrs <notifications-
support@myaccount.zendesk.com>

billing@myaccount.zendesk.com Mike Weeden <notifications-
support@myaccount.zendesk.com>

When forwarding email from external email addresses (see Forwarding email from other email
providers), you get the same result.

support@mycompany.com Claire Grenier <notifications-
support@myaccount.zendesk.com>
hel p@mycompany.com Ben Gunther <notifications-

support@myaccount.zendesk.com>



190 | Zendesk User's Guide | Configuring and using your email channel

sales@mycompany.com Donna Rohrs <natifications-
support@myaccount.zendesk.com>

billing@mycompany.com Mike Weeden <notifications-
support@myaccount.zendesk.com>

If you've set up to use an external email domain for outgoing email (see Using an external email
domain), you also set up a notifications-support email for personalized email repliesthat uses your
external email domain.

support@mycompany.com Claire Grenier <notifications-
support@mycompany.com>
hel p@mycompany.com Ben Gunther <notifications-
support@mycompany.com>
sales@mycompany.com Donna Rohrs <natifications-
support@mycompany.com>
billing@mycompany.com Mike Weeden <notifications-
support@mycompany.com>

Note: If you enable email pass through addresses (see Setting up email pass through), the Reply
From address is the same address that the email was sent to. This overrides personalized email
replies and agent display names.

When an end-user replies back to the email, the Reply To addressis the default email address.

support@myaccount.zendesk.com My help desk name <support
+id#@myaccount.zendesk.com>

hel p@mycompany.com My help desk name
<support@mycompany.com>

sales@myaccount.zendesk.com My help desk name <support
+id#@myaccount.zendesk.com>

billing@mycompany.com My help desk name
<support@mycompany.com>
The differences between the Reply To address when using the Zendesk domain versus using an
external domain, are described in About the Reply To addresses.
To enable personalized email replies

1. Select Settings> Channels > Email.
2. Then select the Per sonalized Email Replies > Enabled option.

A personalized reply is used when agents add public comments to the ticket (whether or not they are
the assigned agent).
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Using the whitelist and blacklist to control access to
your help desk

Y ou can control access to your help desk based on your end-users email addresses; either accepting
or rejecting their attempts to register as a user in your help desk or to submit support requests. Y ou
do thisusing the whitelist and blacklist. The whitelist can be used to allow access to everyone or just
specific email addresses and domains. The blacklist, used with the whitelist, prevents access to either
al end-users who have not been added to the whitelist or specific email addresses and domains.

Email received from blacklisted domains and email addresses can be immediately routed into the
suspended email queue or completely rejected, preventing tickets from being created.

The whitelist and blacklist are end-user settings (Settings > End-users).

# Ask users to register

Upon submitting a ticket, new users receive a welcome
email requiring them to register for the ticket to appearin
your help desk.

Whitelist

mondncamcorp.com

Always accept emails from these domains and/or email
addresses. Enter multiple values separated by space (e.q.
somedomain.com joefotherdomain.com). Read more.

Blacklist

*

Always suspend emails from these domains and/or email
addresses. Enter multiple values separated by space (e.q.
somedomain.com joefotherdomain.com). Putinan
asterisk (*) to blacklist everything except the domains
added to the whitelist. Read more.

In this example, the whitelist contains the MondoCam corporate domain. All email originating

from this domain (including subdomains) are accepted. The blacklist is then used to declare that all
other email is not allowed. Thisis done by adding an asterisk (*), which is awildcard that blacklists
(suspends) everything. All email not received from the mondocamcorp.com domain is sent to the
suspended tickets queue.

Y ou can however also reject email, meaning that it will not be added to the suspended tickets queue.
There will be no record of the email in your help desk.

If you run an 'open' help desk, meaning that you are public and accept support requests from
everyone, you can use the blacklist to filter out specific unwelcome email domains and addresses
such as spam.
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Email that has been suspended as aresult of having been blacklisted is added to the suspended ticket
gueue and flagged as blacklisted.

Whitelist and blacklist usage examples

The whitelist and blacklist are used together to create rules for accepting, suspending, and rejecting
email. Aside from the asterisk, which suspends email, there are two other keywords that you can
use to build rules. The suspend keyword explicitly declares that a specific domain or email address
will be sent to the suspended tickets queue. The reject keyword completely rejects the email, which
means that it is not added to the suspended tickets queue. All three of these keywords can be used
together to define your rules.

Approve a domain, suspend all others

This example whitelists one domain and suspends all others.

whitelist: nondocantorp.com
bl acklist: *

Y ou can also add more than one domain or email address to the whitelist. Separate each with a
space.

whitelist: nondocantorp.com nondocam com nondost or e. com
bl acklist: *

Approve a domain, but suspend specific email addresses within it

In this example, an entire domain is approved in the whitelist, all other email isrejected by using an
asterisk in the blacklist, and then a specific email address within the approved domain is suspended
using the suspend keyword.

whitelist: gmail.com
bl ackl i st: * suspend: randonmspanmer @nai | . com

Using this method, you can suspend specific email addresses from a domain that you have approved
in the whitelist.

Approve a domain, but reject specific email addresses and
domains within it

Similar to the previous example, adomain is approved in the whitelist and then exceptions to that
approval are made in the blacklist. Instead of suspending a specific email address, it isinstead
rejected.

whitelist: gmail.com
bl acklist: * reject:randomspanmer @nui | . com

This example also shows that you can add multiple email addresses and domainsto the blacklist.

Approve all, but reject specific email addresses and domains

Y ou can also leave the whitelist empty, meaning that all email is accepted, and then make exceptions
for specific email addresses and domains.



Zendesk User's Guide | Configuring and using your email channel | 193

whitelist:
bl acklist: * reject:randonmspamrer @nail . com r ej ect : mregaspam com

Marking tickets as spam and suspending users

If email somehow makes it through the spam filter and your blacklist and tickets and new user
accounts are created, you have two options for purging your help desk of both.

One of the ticket update optionsis Mark as spam and suspend user, which deletes the ticket and
suspends the ticket requester. Y ou can also select a user's account and suspend their access. For
more information, see Suspending a user.
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Managing suspended tickets

Based on a number of factors, described below, some of the email coming into your help desk may
be suspended or rejected. Email messages that are suspended are added to the suspended tickets
queue.

In most cases, email you receive become new tickets or updates to existing tickets (if the email isa
follow up to an existing ticket). Under the following conditions, however, email will be suspended
or rejected:

» Theemail isdetected as spam. If the email israted as having a 99% chance of being spam,
it isrejected and not accepted into your help desk. If there's less than a 99% probability, the
email is suspended and you can then decide for yourself.

« The email does not meet the acceptance criteria described below in Reasons why tickets get
suspended. A common example of thisis email from unverified users; until they verify their
email address, so that their account is considered valid, their email is suspended.

» Theemail address or domain has been blocked based on your whitelist and blacklist settings.
See Using the whitelist and blacklist to control access to your help desk.

When tickets are suspended you can recover them and create tickets or delete them.

Reasons why tickets get suspended

The following table lists the reasons that incoming email can become suspended tickets. These are
the reasons displayed in the Suspended Tickets view.

Automatic email processing failed Although rare, you might see this if a system-wide email
processing error occurred.

Automated response mail Thisis used when the email header indicates that the message
IS an auto-generated email response.

Automated response mail, Thisindicates that an outgoing email notification was not

delivery faled delivered to itsrecipient. The delivery failure email responseis

suspended so that aticket is not created.

Automated response mail, out of  Out of office and vacation auto-generated response emails are
office suspended.

Detected as mail loop If you receive alarge number of emails from a single sender
in ashort period of time, those emails are suspended and the
sender's address is blacklisted for one hour. This also happens
to tickets that are sent from an address equal to your default
Reply To address.

Detected as spam The email has been flagged as spam with a probability lower
than 99%. If the probability is 99%, the email is rejected.

Detected email as being from a Email generated by a mail server (for example, messages
system user sent from addresses beginning with mail-daemon@ and
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postmaster@) are suspended because it is assumed that they
are not intended to be support requests.

Email for 'noreply" address The email addressisa"no reply" email address, meaning that
it isnot intended to receive email.

End user only allowed to update  Thisindicates that an email response (ticket update) was

their own tickets received from a user (email address) that is different from the
original submitter's email address. This might happen if the
submitter forwarded the email to a different email account and
then attempted to reply back to the help desk. Multiple email
addresses per user are supported but they must be added to the

user's profile.
Permission denied due to Thisindicates that the email header doesn't contain the ticket
unauthenticated email update ID token. This can happen if an email client strips out email

header information.

Permission denied for unknown ~ When you require your help desk usersto register and create
email submitter an account, email received from unregistered (unknown) users
is suspended.

Sender domain not on whitelist When your account is configured to only allow emails from a
given set of domains (using the whitelist), thisindicates that
the sender's email address or domain is not within that set.

Submitted by unverified user Thisindicates that the user is known in your help desk but has
not yet verified their email address.

Unknown user tried to update An unknown user has attempted to update an existing ticket.

existing ticket This can happen if an email is forwarded and then replied to
(using the Reply To email address) from an unknown user
account. A user's account can include multiple email addresses
but they must be added to their user profile.

User must sign up to submit Thisis used when an account requires end-users to register and

email, user notified therefore verify their email address before submitting tickets.
Once their email address/user account is verified, they can
submit tickets.

Troubleshooting spam email and suspended tickets

Zendesk uses spam detection software to rate, suspend, and sometimes reject incoming email. If

you find that you're till receiving more spam than you'd like, you can use the blacklist to suspend

or reject specific email addresses and domains. If on the other hand email that you expect not to be
suspended is, you can use the whitelist to explicitly approve email addresses and domains. See Using
the whitelist and blacklist to control accessto your help desk.

Viewing suspended tickets

Suspended tickets appear in a system-generated view. If you have no suspended tickets, you will not
see aview. If you do, a Suspended Tickets view is added to your list of views, as shown here:
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Consumer Support - Unsolved
Tickets (30)

Digital Cameras (11)

Engineering - Open High Priority
Tickets (4)

Suspended tickets (2)

Selecting the view allows you to manage the suspended tickets. Y ou can view detailed information
for each, including the reason for suspension, and then recover or delete them.
Deleting or recovering suspended tickets

Tickets that have been suspended can be manually unsuspended and placed back into your ticket
gueue. Y ou can unsuspend tickets in the Suspended Ticket view one at atime or in bulk. You can
also delete suspended tickets. Select Views > Suspended tickets.

EW (5] Detected as spam E‘[

2067e... Automated response mail

Automated response mail, out of office

E & &

a.com Automated response mail

¥ Recover selected II Submit

Delete selected

Delete all

When you select a single suspended ticket, you have the following delete and recover options:

Delete o « Automatic Recover as a new ticket

" —
i Submit
Manually recover as a new ticket

The automatic recover option immediately recovers the ticket. The manual recover option alows
you to edit the ticket properties first and then recover the ticket.

When you recover a suspended ticket for anew user (not a known user in your help desk account),
an unverified new user account is created.

Note: All unrecovered suspended tickets are deleted after two weeks.

Setting up suspended ticket notifications

In addition to the Suspended Tickets view, you can set up a suspended tickets notification email that
is sent to specific email addresses.
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Select Settings > Tickets. In the Suspended Ticket Notifications section you can select the
frequency and enter the email addresses that you want the notifications to be sent to.

e

i i 2
Never going cc emails by editing this text.

Every 10 minutes

Hourly digest
Suspended Ticket v Daily digest
Motifications

How often you want Zendesk to email you about new suspended tickets.

Email list
langston@mondocameras.com susan@mendocameras.com
A

List of email addresses that should receive updates on suspended ticket
status. Separate multiple email addresses by space

If you later want to cancel these notifications, select Never.

You'll only receive the notification email if there are tickets in the suspended tickets queue.
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Customizing your email templates

All of the email notifications that are sent from your help desk are formatted for both HTML and
plain text. Both formats are included in each email. Which version end-users see depends on the
preference settings of their email clients. Y ou can customize the HTML template to match your
branding by making afew simple style changes. Y ou can also edit the information that is contained
in the text versions of your emails.

The HTML and text templates are used to format all the email that is sent from your help desk.

Note: If you're running an email only help desk, you should refer to Setting up an email-only help
desk. That article describes how to remove links back to the help desk that would prompt your end-
usersto attempt to log in to the help desk.

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before

## Please do not write below this line ##
Ticket #53: Auto ISO problem

Aticket (#53) by Siena Menners has been received. It is unassigned.

Review it by following the link below:
hitp://mondocam. zendesk. comitickets/53

Siena Nenners, Aug-18 13:27 (AKDT):

| set my XD-88 to automatically select the SO for me butit always chooses
IS0 100 no matter what the light is like. If | turn it off | can set the SO
manually with no problem. Is my camera defective?

Thanks

This email is a service from MondoCAM Support Center
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After

## Please do not write below this line ##

MONDOCAM SUPPORT CENTER

Ticket #54: Auto ISO problem

Aticket (#54) by Siena Menners has been received. It is unassigned.

Review it by following the link below:
http:imondocam. zendesk. comitickets/ b4

Siena Nenners, Aug-18 13:52 (AKDT):

| set my XD-89 to automatically select the IS0 for me but it always chooses
IS0 100 no matter what the light is like. If | turn it off | can set the SO
manually with no problem. Is my camera defective?

Thanks

This email is a service from MondoCAM Support Center

In addition changing the background color of the header and footer, this example also adds a
company logo that links back to the help desk.

Editing the HTML template

Unlike the other customization examples in the CSS Cookbook, the HTML template is customized
without adding a CSS widget. The email templates (HTML and text) are located in Settings >
Channels> Email.

Here's the default HTML template code:

<ht m ><body>

<di v style="nmargi n: Opx auto;text-align:center;font-

si ze: 12px; col or: #A2A2A2; paddi ng- bot t om 6px" >
{{delimter}}

</ div>
<t abl e cel | spaci ng="0" cel | paddi ng="0" wi dt h="100% >
<tr>
<t d>
<tabl e w dt h="100% >
<tr>

<td style="font-size: 12px; font-weight: bold; color: #fff; |ine-height:
1.5emfont-famly: Helvetica, Arial, sans-serif; wdth: 100%text-align:
cent er; background: #98c332; paddi ng: 8px; nargi n: 4px" >

<style> zd_link {col or: #FFF; } </ styl e>{{ header}}
</td>
</tr>
</t abl e>
</td>
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</tr>
<tr>
<td style="text-align:center; paddi ng-|eft: 4px">
<tabl e w dt h="100% >
<tr>
<td style="font-size: 12px; font-famly: Arial;font-style:normal; font-
vari ant: nor nal ; paddi ng: 8px;text-align:left">
{{content}}

</td>
</tr>
</t abl e>
</td>
</tr>
<tr>
<t d>
<tabl e w dt h="100% >
<tr>
<td style="font-size: 12px; font-weight: bold; color: #fff; |ine-height:

l.5emfont-famly: Helvetica, Arial, sans-serif; width: 100%text-align:
center; background: #98c332; paddi ng: 8px" >
{{footer}}
</td>
</tr>
</ tabl e>
</td>

</tr>
</t abl e>
</ body></ htm >

The template consists of the email text delimiter, a header, the content area, and the footer. All of
them are contained within atable. It also includes system placehol ders that insert the delimiter,
header, footer, and ticket content. The {{delimiter}} and {{ content}} placeholders are required. Y ou
can remove the {{ header}} and {{footer}} placeholders.

To make simple branding changes to thisHTML, you only need to make minor changes.

Here's how to set the background color of the header and footer:

<td style="font-size: 12px; font-weight: bold; color: #fff; |ine-height:
1.5emfont-famly: Helvetica, Arial, sans-serif; w dth: 100%text-align:
center; background: #98c332; paddi ng: 8px; margin: 4px" >
<style> zd_link {col or: #FFF; } </ styl e>{{ header}}
</td>

<td style="font-size: 12px; font-weight: bold; color: #fff; |ine-height:
1.5emfont-famly: Helvetica, Arial, sans-serif; width: 100%text-align:
center; background: #98c332; paddi ng: 8px">
{{footer}}
</td>

The font color is set with this style declaration:

color: #fff;

The background color is set with this style declaration:
background: #98c332;

Change either of these to colors that match your branding.

Note: The hyperlink color inthe HTML template cannot be customized.
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Adding alogo

To add your company logo to the template, you can add another table row containing the HTML
needed to reference the image and a hyperlink.

<tr>
<td styl e="background: #6F7866; " >
<a href="http://YOURACCOUNT. zendesk. coni ><i ng src="http:// YOURWEBSI TE. com
| ogo. png" ></ a>
</td>
</tr>

In this example, the background color of the table cell is also set. Thisis because the MondoCam
logo we've used in the CSS Cookbook has a transparent background. Whether or not you set this
depends on how you created your logo.

If you don't want to add the hyperlink, just omit the href, asin this example:

<tr>
<td styl e="background: #6F7866; " >
<ing src="http://YOURWEBSI TE. coni | ogo. png"/ >
</td>
</tr>

Complete HTML template example
Here's the complete example of the HTML template example.

<htm >

<body>

<di v style="nmargi n: Opx auto;text-align:center;font-

si ze: 12px; col or: #A2A2A2; paddi ng- bot t om 6px" >
{{delimter}}

</ div>
<tabl e cel | spaci ng="0" cel | paddi ng="0" wi dt h="100% >
<tr>
<t d>
<tabl e w dt h="100% >
<tr>

<td styl e="background: #6F7866; " >
<a href="http://YOURACCOUNT. zendesk. cont ><i ng src="http:// YOURWEBSI TE. com
| 0go. png" ></ a>
</td>
</tr>
<tr>
<td style="font-size: 12px; font-weight: bold; color: #fff; a: green;
line-height: 1.5emfont-fanmily: Helvetica, Arial, sans-serif; width: 100%text-
align: center; background: #FF8800; paddi ng: 8px; margin: 4px">
<style>. zd_link {col or: #FFF; } </ styl e>{{ header }}
</td>
</tr>
</t abl e>
</td>
</tr>
<tr>
<td style="text-align:center; paddi ng-|eft: 4px">
<tabl e w dt h="100% >
<tr>
<td style="font-size: 12px; font-family: Arial;font-style:nornal; font-
vari ant : nor nal ; paddi ng: 8px; text-align:left">
{{content}}
</td>
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</tr>
</t abl e>
</td>
</tr>
<tr>
<t d>
<tabl e w dt h="100% >
<tr>
<td style="font-size: 12px; font-weight: bold; color: #fff; |ine-height:

1.5emfont-famly: Helvetica, Arial, sans-serif; width: 100%text-align:
center; background: #FF8800; paddi ng: 8px">
{{footer}}
</td>
</[tr>
</t abl e>
</td>
</[tr>
</t abl e>
</ body></htm >

Liquid markup and placeholders

Liquid markup does not work in the email templates, only in business rules that generate email
notifications. Y ou also cannot add any other placeholders to the template. Y ou can remove the
{{header}} and {{footer}} placeholders but {{delimiter}} and {{content}} are required.

If you want more control over the content of email notifications, you can use Liquid in business
rules that generate email notifications. See Using Liquid markup to customize comments and email
notifications.

More advanced customizations

Y ou could of course do more to customize the HTML template to your liking. Keep in mind
however that HTML in email can be difficult because of the way it's rendered in different Web
browsers and email clients and because certain types of formatting will be interpreted as SPAM. In
general, you should keep your customization as simple as possible and follow these guidelines:
* Do not use CSS 3 style declarations. Stick to CSS 1 or 2.
» Do not add more div sections.
» Keep your text formatting to aminimum. Lots of bold text can trigger SPAM filters.
 HTML 5isnot yet supported, so don't useit.
e Don't add lots of images (another trigger for SPAM filters) and downscal e the images that
you do use.
« Usethealt tag on al images. This displays a description of the image before users allow the
images to be displayed in an email.
 If you know the width and height of the image, defineit. Thisforcesthe email client to
reserve the image space in the layout of the email before the images have been downloaded.
« Background images are not supported in all email clients, so don't rely on them for
information or functional design.

Editing the text email template

The email template consists of two system placeholders that insert the ticket information and a
footer.

{{content}}
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{{footer}}
Here'swhat our example ticket looks like in plain text:

## Pl ease do not wite below this |ine ##
[ MondoCam Support Center] Auto | SO probl em
A ticket (#54) by Siena Nenners has been received. It is unassigned

Review it by follow ng the |ink bel ow
http:// mndocam zendesk. con ti cket s/ 54

Si ena Nenners, Aug-18 13:52 (AKDT):

| set my XD-89 to automatically select the SO for ne but it always chooses

I SO 100 no matter what the light is like. If I turn it off | can set the |ISO
manual |y with no problem |s my canmera defective?

Thanks

This email is a service from MondoCam Support Center

The {{content}} placeholder contains the text delimiter, the ticket title, text that is generated from
business rules (automations, macros, or triggers) and the ticket comments. Y ou can easily remove
the footer placeholder. If however you want to edit the text contained in the {{ content} } placeholder
to remove the link to the help desk, you need to edit your notification triggers and any other business
rules that generate email notifications.

Editing notification triggers to remove the help desk linksis described in Removing help desk URLs
from notification triggers.

If you'd like to add more text to thistemplate, you're free to do so. Simply add it to the template.
Thanks for contacti ng MondoCam Support!

{{content}}

{{footer}}

Editing the text in the mail delimiter and supporting other
languages

The text in the mail delimiter is used to inform the email recipient that any text entered into areply
must be above a certain line in the email.
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I figured it out. There's no problem. Please ignore this. Thy,|

On Thu, Aug 18, 2011 at 2:27 PM, MondoCAM Support Center
P
v

<support@mondocam.zendesk.com> wrote:

i Please do not write below this line ##

This ticket (#53) has been updated.

To review the status of the ticket and add updates, follow the link below:
http:imondocam.zendesk comitickets/53

I set my XD-89 to automatically select the |SO for me but it always chooses
150 100 no matter what the light is like. If | tumn it off | can set the 130
manually with no preblem. |s my camera defective?

Thanks

This email is a service from MondoCAM Support Center

When the recipient's reply is received in Zendesk, the delimiter is used to define old content from
new and only the new content is added to the ticket as a comment. If there were no delimiter, each
ticket comment would contain the entire content of the email.

The delimiter must be present in the template, but you can change the words in the text string. As
shown in the example above, the text is " Please do not write below thisline". If needed, you can
change this to something else. The text must be between 20 to 65 characters.

The delimiter islocated on the same settings page as the email template (Settings > Channels >
Email).

If you support multiple languages in your help desk, you need to replace the delimiter text string
with the {{txt.email.delimiter}} placeholder.

Mail delimiter {{txt.email.delimiter}}
Between 20 and 65 characters.

The mail delimiter is used to inform the mail recipient that he must reply
above a certain line in the email. This is to avoid replies to carry all ticket
history back, and thus clutter the information flow in the ticket.

Enter {{txt.email delimiter}} if you want to send a translated version of the
delimiter in the language selected by the mail recipient.

When you use this placeholder, the text in the delimiter is drawn from the tranglations that are
provided for the languages that are supported in Zendesk. Which language is shown in the email
message is based on each user's language preference. Thisis a convenient way to support different
language versions in your email template. However, it aso means that you have no control over the
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wordsin the tranglated versions of the delimiter. Although, the default text string and the trand ated
versions should suffice.

Note: If your users don't have alanguage preference selected, asis the case with unverified usersin
an email-only help desk (see Setting up an email-only help desk), the text in the delimiter will bein
your help desk's primary (default) language.
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Setting up an email-only help desk

Many help desks prefer to not require their end-usersto log in to the Web portal. They provide the
same level of service, but their end-users don't have access to the Web portal to view or track their
requests. Instead, all communication between agents and end-users occurs using channels such as
email, and voice, and chat.

Regardless of the channel by which new requests are submitted, requests become tickets that agents
manage in the help desk by using views, creating and applying macros, generating reports, and so
on. All communication between agents and end-users is captured on those tickets and emails are sent
back and forth between both parties. The only change for the end-user denied accessto the help desk
isthat they track their requestsin email.

Y our end-users request support and interact with your help desk and agents (without logging in) by
using the following channels:

» Sending email directly to your support email address (for example,
support@mycompany.zendesk.com)

e Submitting a support request using the Zendesk dropbox

e Chatting with an agent

e Leaving avoicemail

* Sending arequest using Twitter

All of these channels can be used to generate requests without requiring end-usersto log in;
however, one aspect of the Web portal experience that you probably don't want to deny your end-
usersis access to your knowledge base and participation in your community. Y ou can achieve this
without requiring them to log in by:

» Providing your end-users with the link to your knowledge base and forums (for example,
http://mycompany.zendesk.com/forums)
» Using the Zendesk dropbox with knowledge base search enabled

The advantage of using the Zendesk dropbox isthat your end-users are provided with asimple
request form (that also displays your custom fields) coupled with a search of your knowledge base
and, optionally, live chat with your support agents, as shown here:

How can we help you?

Would you like to

Find someone o chal with Submit a suppaort request




Zendesk User's Guide | Configuring and using your email channel | 207

How can we help you?

Question®

Details*

Your email address®

Please tell us your reason for contacting us

(monel H

Maodel Number
(nanel

Y ou can add the dropbox to your help desk or to any web page you choose.

If you choose to point your end-users directly to your forums, you'll need to make afew changes to
the Web portal user interface to remove linksto log in, sign up, get a password, and submit requests
(see Hiding end-user access links in the Web portal).

Setting up your help desk to provide support without also requiring end-usersto log in involves the
following:

* Allowing anyone to submit requests and hiding the requirement to log in

» Modifying the email natification template to remove all URLsto the help desk

* Modifying triggersto remove al URLsto the help desk

* Adding a CSS and a JavaScript widget to hide links to register, log in, and submit requests

Updating end-user settings to create an open help desk

To allow requests without requiring end-usersto log in to help desk, you need to modify account
settings to create an open help desk. Only admins can make the following changes to the end-user
settings.

To modify account settingsto create an open help desk

1. Select Settings > End-users.

2. Inthe Anyone can submit tickets section, check the Enabled option.

3. Next, uncheck the option called Ask userstoregister.

4. Findly, inthe User welcome email section, uncheck the Also send welcome email when a
new user iscreated by an agent or admin option.

5. Click Save Changes.
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When an unregistered end-user submits a request for the first time, they are added to the help desk as
anew end-user. They receive the request confirmation email but not the verification request email.
They remain unverified in the help desk.

Note: You might be wondering about the Allow usersto view and edit their basic profile data
and Allow usersto changetheir password options. Y ou can leave these enabled since your email-
only end-users will never be ableto log in to do either of these things. Both are still relevant to
your admins and agents. Y ou'll probably want to also allow your end-users to add attachements to
their email requests. If you don't currently have this enabled, you can do so by selecting Settings >
Tickets > Attachments> Customers can attach files. This can be set by an admin.

Modifying the email HTML template

Since you're not allowing end-usersto log in to the Web portal, you'll want to remove all URL
referencesto it in email notifications that are sent to end-users. Email notifications are formatted
using an HTML template that you can easily modify. The header element within this template
contains alink back to the help desk, so you'll want to remove it. Here's what the header 1ooks like to
the end-user:

icket #49: Mondoshot 789-HD - custom functions don't work

| URL: http:/imondocam.zendesk.comitickets/49

Siena

Your request (#FMondoshat 789-HD - custom functions don't work) has been received, and is
being reviewed by our support staff.

Only admins can make changes to the email template.
Toremovethe header from theemail HTML template

1. Select Settings > Channels > Email > Edit.
2. Inthe HTML email template section, locate and remove the line of HTML code that displays
the header (shown in bold below).

<ht m ><body>

<di v styl e="margin: Opx auto;text-align:center;font-

si ze: 12px; col or: #A2A2A2; paddi ng- bot t om 6px" >
{{delimter}}

</ di v>
<tabl e cel | spaci ng="0" cel | paddi ng="0" w dt h="100% >
<tr>
<t d>
<t abl e wi dt h="100% >
<tr>
<td style="font-size: 12px; font-weight: bold; color: # ff; |ine-

height: 1.5emfont-famly: Helvetica, Arial, sans-serif; width: 100%t ext-
align: center; background: #98c332; paddi ng: 8px; margi n: 4px" >
<style>. zd_link {col or: #FFF; } </ styl e>{{ header }}
</td>
</tr>
</t abl e>
</td>
</tr>

3. Click Save Changes.
Y ou can undo this change (should you need to in the future) by clicking Revert to default.
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Removing help desk URLs from notification triggers

You'll also need to remove the URLs from al the default Zendesk triggers that send email
notifications to requesters. Here are the Zendesk triggers that need to modified:

* Notify requester of received request
* Notify requester of comment update
« Notify requester of solved request

You'll also need to modify any similar notification triggers (if any) that you created in your help
desk. Only admins can edit the triggers.

Toremove URLsfrom email notification triggers

1. Select Manage > Triggersand mail notifications.

2. Edit the Notify requester of received request trigger by selecting Edit.

3. Removethe {{ticket.id}} and {{ticket.url}} placeholders from the text in the email body.
For example, here are before and after versions of the email text in the Notify requester of
received request trigger.

Before:

Your request (#{{ticket.id}}) has been received, and is being reviewed by
our support staff.

To review the status of the request and add additional coments, follow the
l'i nk bel ow.
http://{{ticket.url}}

{{ticket.coments _formatted}}

After:

Your request (#{{ticket.title}}) has been received, and is being revi ewed by
our support staff.

We'lI| contact you as soon as we have an answer for you

{{ticket.coments_formatted}}

Click Update Trigger.

5. Repest for the Notify requester of comment update and Notify requester of solved
request triggers.

Note: The {{ticket.title}} placeholder does not contain a URL back to the help desk; it's just the
text of the request title.

e

Hiding end-user access links in the Web portal

If you're inviting your end-usersto visit your knowledge base and forums, you'll want to hide the
links that allow them to log in, to sign up, to get a password, submit requests, and to vote on and add
comments to forum topics (both of which prompts usersto log in).

To make these changes to the user interface, you add a CSS widget to your help desk. Widgets can
only be added by an admin.

To add the CSS widget
1. Select Settings > Extensions > Widgets > Add Widget.
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6.

Select the Global CSS widget.

Enter awidget title, for example: Hide end-user access links.
Set the widget's availability to People who are not agents.
Insert the following CSS code into the Content text box:

li.main.clazz.tab_new, |i.main.clazz.tab_requests, #top-right,
#voting_control, #footer, #conments_section {display: none;}

body. entries.entries-show . content.content_green {display: none;}

body. access. access- unaut henti cated .content. content_green {displ ay: none; }
Click Submit.

The CSS widget removes all the elements of the user interface that provide access for end-users to
log in to the help desk.

Note: This also meansthat your agents, like your end-users, will not see alogin link
for the help desk. To access the login page, your agents need to use the following URL.:
mycompany.zendesk.com/access. Thisisthe login page.
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Zendesk search reference

In addition to full text search, you can search the help desk data objects using common search
operators combined with data property keywords and values to narrow your search results. Thisis
aquick reference of the search tools available in the help desk as well as the types of datathat be
searched.

First, essential facts about searching the help desk:

How soon can new data be searched?

When you add new data to the help desk, it typically takes about 2 to 3 minutes before it's
indexed and can be searched.

How do titles and tags affect search?

Both the ticket or forum article title and any tags added to either help to improve search results.
Thetitle is weighted more heavily than tags.

Are there limitations to wildcard searches?
Y ou can only do wildcard searches when combined with property keywords
(subj ect : phot o*).

Who can search what?

Admins can search the entire help desk. Agents can search the help desk data they've been
granted access to. End-users can do full text searches of the knowledge base.

AND / OR searches

To do an AND search, meaning that you want to return all the wordsin your search statement, you
need to use the plus (+) operator (described below in Search operators).

Note: Doing an AND search for tagsis different, however. If you want to search for two (or more)
at the same time, you can use a search statement like this:
tags: "first_tag second_tag"

Searches for text strings that are not contained within double quotes are treated as an implicit OR
search. For example, searching for the following phrase return results if most of the words are
present.

Pl ease upgrade my account

Sinceit's not a phrase search (contained within double quotes), the order of the words doesn't matter.
Zendesk is currently configured to return results if 66% of the words in a search like the one above
are present.

Note: When using search keywords for data properties, you can do an OR search by declaring
multiple instances of the same keyword, asin this example:

tags:first_tag tags: second_tag
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Search operators

The following search operators can be used to build your search statements.

Table 19: Search operators

The colon indicates that the given field should equal the specified value.

stat us: open

L ess than.

st at us<cl osed

Greater than.

priority>nornal

Double quotes. Thisisreferred to as a phrase search and returns the exact words
in the exact order.

subj ect: " Pl ease upgrade my account"

Minus sign. Thisis used to exclude aword (or property value) from a search. For
example, the following search statement excludes an agent from the search results:

st at us: pendi ng upgrade -account

Y ou use the plus operator to indicate that you only want results for the word or
words you're searching for (in other words, an AND search). For example, if you
wanted to search for tickets from users that want to upgrade their account, you can
use a search statement like this:

+upgr ade +account

This search will only return results for tickets that contain both of those words. In
other words, both are required.

The wildcard operator is useful when you want to search various forms of a

word. For example, searching for phot o* returns results that would include
photography, photographer, photograph and any other words that began with
‘photo’.

However, because of the performance issues involved with doing wildcard
searches, unqualified wildcard searches are not currently supported. In other
words, you need to use a property keyword to make your search specific to the
datayou're trying to locate.

subj ect : phot o*
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Searching for properties that have no data

Properties that contain no data can be searched for using none asthe value of akeyword, asin this
example:

assi gnee: none

Thisreturns all unassigned tickets.

Y ou can use the none keyword value to search any of the data object properties.
type: user organization: none

This returns the users who have not been added to an organization.

Using the type keyword

One of the tools you have available for narrowing your search resultsisthet ype keyword. It's used
to explicitly declare that you want to search the following help desk data objects:

o ticket

e comment

o user

* organization

e group

e entry or topic (forums)

Using thet ype keyword means that you are explicitly searching on the object you specify. For
example, you can search for all the users that belong to the Customers organization using this search
Statement:

type: user organization: custoners

If you instead searched for or gani zat i on: cust onmer s you'd get al the tickets that have
requesters who belong to this organization. Thisis because by default searches that do not explicitly
declare an object return results for tickets (and organization is aticket property).

Usingt ype: user, your search returns all user profiles for users that belong to the Customers
organization. So, you're narrowing your search to the user object and excluding tickets.

Note: The quickest way to understand the difference between searching for ticket and user
dataisto select one of your users who has submitted tickets and then do both of these searches:
type:ticket "user nane" andtype:user "user nane".

While organizations and groups are properties of the user object, they have their own properties
that can be searched as well. The following query allows you search only for organization tags,
excluding tags of the same name that may be used in other elements of the help desk such as tickets
and forum topics.

t ype: organi zati on tags: premni um

Similar to that, suppose that you've used the same tag in tickets and forum topics. To search for the
occurrence of your tag in forum topics only, you can use the following search statement.
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ny_tag type:topic

Searching by date

Date properties (such as created, updated, and solved) can be combined with search operatorsto
return data from a specific date, on or previousto a certain date, and on or after a certain date. The
date format for al the date propertiesis YYYY-MM-DD.

To search for data on or before a certain date, use the less than (<) operator:
type: or gani zati on creat ed<2011- 05-01

To search for data on or after a certain date, use the greater than (>) operator:
due_dat e>2010-01- 10

To search for a specific date, use the equals (:) operator:

sol ved: 2010-01- 10

Searching within a date range

Y ou can search within a date range, for example August 1st, 2011 through August 5th, 2011, using
the following search statement:

creat ed>2011-08-01 creat ed<2011-08- 05

Searchable ticket property keywords

Here'sthelist of ticket properties that can be searched. For more information about searching tickets,
see Searching tickets.

Table 20: Searchable ticket properties

Ticket 1D There isn't aproperty keyword for theticket ID. Instead, you simply search for the
ticket by its ID number in the following format:

233

creat ed The date the ticket was created.

created: 2011- 05-01

updat ed The date of the most recent ticket update.

updat ed>2011- 05- 15

sol ved The date the ticket was set to solved.

sol ved<2011- 06- 01

due_date The due date of tickets with type set to Task.

due_dat e: 2011- 06- 01
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assi gnee The assigned agent.

assi gnee: " Susan Warren"

submitter Theticket submitter. This may be different than the requester if the ticket was
submitted by an agent on behalf of the requester. Y ou can use the user's name,
email address, or the 'me’ keyword. See Searching ticket user roles.

submitter:ne

request er Theticket requester.
request er : any @ondocam com

subj ect The text in the ticket's subject.
subj ect: "upgrade account"”

description Thetextin al theticket's comments.
descri ption: defective

st at us New, Open, Pending, Solved, Closed.
st at us<cl osed

ti cket _type Question, Incident, Problem, Task.
ticket _type: probl em

priority Low, Normal, High, Urgent.
priority>l ow

gr oup The assigned agent's group name.
group: "Level 2"

or gani zat i on The name of the ticket requester's organization.

organi zati on: cust onmer s

t ags Tags that have been added to the ticket.

st at us: pendi ng tags: prem um

vi a The ticket's source, which can be any of the following:
e mail (from an email message)
» get_satisfaction, get_sat, "get satisfaction” (from Get Satisfaction)
» dropbox (from the Zendesk Feedback Tab)
» merge (from aticket merge)
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 chat (from Chat)

o twitter_dm, "twitter dm", "twitter direct" (from a Twitter direct message)
o twitter_fav, twitter_favorite, "twitter favorite" (from a Twitter favorite)
 twitter (from any Twitter method including direct message and favorite)
» voicemail (from avoicemail message)

» phone_call_inbound (from an inbound phone call)

» phone (from voicemail or an inbound call)

e gms, text, "text message” (from atext message)

» logmein, logmein_rescue, "logmein rescue” (from LogMeln)

vi a: phone
comment er People who have added comments to tickets.
commenter: "M ke"

You can search by auser's ID, a partial name, full name, and using an email
address.

cc People who have been CC'd on tickets.
cc: amanda@mndocam com

Y ou can search by auser's 1D, a partial name, full name, and using an email
address.

Y ou can also search custom fields. See Searching custom fields.

Searching for tickets with a user's telephone number

To locate a user's tickets based on their phone number, you can use a search statement like this:
requester: +14154187506 st atus: new

Thisworkswith all of the ticket user roles: subni tt er, request er, and assi gnee.

Searchable user property keywords

Here'sthelist of user properties that can be searched. For more information about searching users,
see Searching for users, groups, and organizations.

To search for user data, you need to use thet ype keyword. See Using the type keyword.

Table 21: User property keywords

nane The user's partial or full name.

type: user nane:"al ex anderson”

emai | The user's email address.
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group

type: user enmil:al ex@ondocam com

You can search for all usersin an email domain. See Searching for users by email
domain.

The user's group name. This only applies to admin and agent users.

type: user group: "Level 2"

or gani zat i on The user's organization name.

creat ed

not es

details

external id

phone

t ags

t ype: user organi zation: nrondocam

The date the user was added to the help desk.
type: user created<2011-05-01

All text in the notes field in the user's profile.
type: user notes: "nanager"

All text in the details field in the user's profile.
type: user details:"nadi son, w"

The user's externa ID, if used.

type: user external _id: 0098884412

The user's phone number. Y ou must search for the number exactly asit was
originaly entered into the user's account.

type: user phone: 555-111- 2222

Tags that have been added to the user's profile.
type: user tags:prem umtags: whol esal e

For more information about tagging users and organizations, see Adding tags to
users and organizations.

Searchable organization property keywords

Here'sthe list of organization properties that can be searched. For more information, see Searching
for users, groups, and organizations.

To search for organization data, you need to use thet ype keyword. See Using the type keyword.

Table 22: Organization property keywords

nanme

The user's partial or full name.
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t ype: organi zati on name: nondocam

created The date the organization was added to the help desk.
type: organi zati on created<2011-05-01

not es All text in the notes field in the user's profile.
t ype: or gani zati on not es: EVEA

details All text in the details field in the user's profile. type:user details:information

type: organi zati on detail s: | ondon
t ags Tags that have been added to the organization.
type: organi zati on tags: prem um

For more information about tagging users and organizations, see Adding tags to
users and organizations.

Searchable group property keywords

Here'sthe list of group properties that can be searched. For more information, see Searching for
users, groups, and organizations.

To search for group data, you need to usethet ype keyword. See Using the type keyword.

Table 23: Group property keywords

name The group's name.

type: group nane: "l evel 2"

created The date the group was added to the help desk.

type: group created<2011-05-01
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Searching users, groups, and organizations

Datain the user, group, and organization objects can be searched. Searching these objects returns
user profiles and group and organization summary pages; each of which also lists any associated
tickets.

Y ou can search users, organizations, and groups by using the search toal that is displayed when you
select Manage > People.

PEUple ) add user, group or organization
tags:premium Search

... Or browse end-users | agents | admins | groups | organizations | tags

People (2)

.ﬂL Betty's Local Camera Store (1) / Vendor Relationships

edit

rﬂb Camera Wholesalers Inc. (2) / Consumer Support

edit

When you search from this page the results are restricted to this people data.

If you search using the global search tool, you need to also use thet ype keyword if you want to
restrict results to specific types of data. If you don't, your search results will include matches from
the entire help desk.

I= a::-SII a:- \ type:organization tags:premium I

The user data properties that can be searched are described in the tables below. All of the searchable
datain the help desk (including ticket data) is described in Zendesk search reference.

The user and type keywords

To search for auser's profile data, you have the following two options.

Using theuser keyword:
user: any

Or, using thet ype: user keyword:
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type: user any

What's the difference between the two? The keyword user when not combined witht ype isjust a
shortcut for finding users by 1D, name, and email address. Theuser keyword, like the ticket user
role keywords (assignee, requester, submitter), accepts the ID, name, and email address as valid user
identifiers.

user: 52789480

user: any

user: "amy noore"

user: any@ondocam com

If you want to search for additional user data, such as the user's phone number, the organization they
belong to, and so on, you need to uset ype: user.

type: user tags:beta_user organization: custoners

This example also illustrates the usefulness of t ype keyword. With it you can search for user data
that is shared by more than one user. Y ou can search for usersthat are in the same organization or

group or any of the other searchable user data. For more information about thet ype keyword, see
Using the type keyword.

Thet ype keyword is also used to search the group and organization data objects.

type: group nane: "l evel 2"
type: or gani zati on nane: cust onmer s

Searching users

The user data object contains all of the user properties that you can set in the user profile. Not all of
the user profile datais searchable; those properties that are searchable are described in the following
table.

Note: You can't currently search for users by their role.
Table 24: User property keywords

name The user's partial or full name.

t ype: user nane: "al ex anderson"

emai | The user's email address.
type: user enuil:al ex@wondocam com

Y ou can search for all usersin an email domain. See Searching for users by email
domain.

group The user's group name. This only appliesto admin and agent users.
type: user group: "Level 2"

or gani zat i on The user's organization name.

type: user organi zati on: rondocam
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created

not es

detail s

external id

phone

t ags

The date the user was added to the help desk.
type: user created<2011-05-01

All text in the notes field in the user's profile.

type: user notes:"nmanager"

All text in the details field in the user's profile.
type: user details:"nadi son, w"
The user's externa ID, if used.

type: user external _id: 0098884412

The user's phone number. Y ou must search for the number exactly asit was
originaly entered into the user's account.

type: user phone: 555-111-2222

Tags that have been added to the user's profile.
type: user tags:prem umtags: whol esal e

For more information about tagging users and organizations, see Adding tags to
users and organizations.

Searching for users by email domain

All users belonging to the same email domain can be returned with this search statement:

type: user nondocam com

To search for more than one email domain at atime, you just add more email domains to the search:

type: user nondocam com zendesk. com

Searching groups

Here are the group properties that can be searched.

Table 25: Group property keywords

nane

created

The group's name.

type: group nane: "l evel 2"

The date the group was added to the help desk.

type: group created<2011-05-01
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Searching organizations

Here are the organization properties that can be searched.

Table 26: Organization property keywords

nane

created

not es

detail s

t ags

The user's partial or full name.

t ype: or gani zati on nane: nondocam

The date the organization was added to the help desk.

t ype: or gani zati on creat ed<2011- 05-01

All text in the notes field in the user's profile.

t ype: organi zati on not es: EMEA

All text in the details field in the user's profile. type:user details.information
type: organi zati on detail s: | ondon

Tags that have been added to the organization.

t ype: organi zati on tags: premnmi um

For more information about tagging users and organi zations, see Adding tags to
users and organizations.
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Searching tickets

Full text searches return results from the entire help desk. To search exclusively for ticket data, you
can use ticket property keywords.

In the example above, st at us isthe keyword and open isthe value. This search returns al the
tickets with status set to open. This of course directly maps to the ticket fields and their values.

Y ou can combine these keyword search statements to narrow your results even further.
st at us: open group: "Level 2"

Thisreturns all the open ticketsthat are assigned to the Level 2 support group.
Note: For aquick referenceto all help desk data that can be searched, see Zendesk search reference.

Theticket property keywords and their values that you can use in your searches are described in the
following table. Not al of the ticket datais searchable. Admins and agents can search for tickets
using these keywords.

Table 27: Searchable ticket properties

Ticket 1D There isn't aproperty keyword for the ticket ID. Instead, you simply search for the
ticket by its ID number in the following format:

233

cr eat ed The date the ticket was created.

created: 2011- 05-01

updat ed The date of the most recent ticket update.

updat ed>2011- 05- 15

sol ved The date the ticket was set to solved.

sol ved<2011- 06- 01

due_date The due date of tickets with type set to Task.

due_dat e: 2011- 06- 01

assi gnee The assigned agent.

assi gnee: "Susan Warren"
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submitter The ticket submitter. This may be different than the requester if the ticket was
submitted by an agent on behalf of the requester. Y ou can use the user's name,
email address, or the 'me' keyword. See Searching ticket user roles.

subnmitter:ne

request er Theticket requester.
request er : amy@ondocam com

subj ect Thetext in the ticket's subject.
subj ect: "upgrade account"

description Thetextin al the ticket'scomments.
descri ption: defective

st at us New, Open, Pending, Solved, Closed.
st at us<cl osed

ti cket _type Question, Incident, Problem, Task.
ticket _type: probl em

priority Low, Normal, High, Urgent.
priority>l ow

group The assigned agent's group name.
group: "Level 2"

or gani zat i on The name of the ticket requester's organization.
or gani zati on: cust oners

t ags Tags that have been added to the ticket.

status: pendi ng tags: prem um

via Theticket's source, which can be any of the following:

e mail (from an email message)

» gQet_satisfaction, get_sat, "get satisfaction” (from Get Satisfaction)

o dropbox (from the Zendesk Feedback Tab)

» merge (from aticket merge)

e chat (from Chat)

* twitter_dm, "twitter dm", "twitter direct" (from a Twitter direct message)
o twitter_fav, twitter_favorite, "twitter favorite" (from a Twitter favorite)
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 twitter (from any Twitter method including direct message and favorite)
» voicemail (from avoicemail message)

» phone_call_inbound (from an inbound phone call)

» phone (from voicemail or an inbound call)

e gms, text, "text message” (from atext message)

« logmein, logmein_rescue, "logmein rescue” (from LogMeln)

vi a: phone
comment er People who have added comments to tickets.

comment er: "M ke"

Y ou can search by auser's ID, apartial name, full name, and using an email
address.

cc People who have been CC'd on tickets.
cc: anmanda@mondocam com

You can search by auser's ID, a partial name, full name, and using an email
address.

All of the ticket property keywords can be used in search statements alone, in combination with
other ticket property keywords, or with thet ype keyword (see Using the type keyword).

Searching ticket user roles

Users have various roles on tickets (requester, assignee, etc). These user roles can be searched by the
user's 1D, their name (partia or full), or their email address, as in these examples:

request er: 52789480

submitter:any

assi gnee: "any noore"
request er: amy@mondocam com

Notice that none of these searches required the ID, or name, or email to be explicitly declared. Each
of these keywords accepts al of these user identifiers.
Searching for yourself

The me keyword value allows you to search user propertiesin tickets where the value is your own
user account (as the currently logged in user).

assi gnee: ne

Thisworksfor al the user role propertiesin tickets:

* requester:ne
e submitter:me
* assignee: ne

For information about searching for user profile data, see Searching users.
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Searching custom fields

To search for custom fields, you use the tags that you assigned to the custom field. For example, if
you created a drop-down list, you can search for the tags assigned to each list box item.

Field options

On the tckel Torm, users are presented with a dropdown populated with the option titles you defing in this section

The ticket will be tagged accordingly upon submit - use the tag to filter your views, triggers and automations

11

Tile: | Product Question Tag product_guestion

Title: | Billing Issue Tag:  billing_issue d
Title: | Wholesale Orders Tag:  wholesale_orders d
Tile: | Technical Issue Tag: | technical_issue ﬂ
Tille: | Other Tag:  other d

Sort field options alphabetically by tite upon save [_

To search for specific drop-down list selections, you use thet ags keyword.
tags: product _questi on

This appliesto the custom field formats that be assigned tags: the drop-down list and the checkbox.
The checkbox custom field can include atag to indicate that the user has clicked the checkbox.

All of the other custom fields (text, multi-line text, numeric, decimal, regular expression) can be
searched by the text or number values submitted by ticket requesters. For example, if you added a
numeric custom field to the support request form to collect demographic information such as age,
you can search for the numbers that the requesters entered in the form (t ype: ti cket "18").

Ordering and sorting ticket search results
Search results can be ordered and sorted using the or der _by and sort keywords.

Y ou need to use both of the keywords together in a search statement, as in this example:
status: new order_by: updated_at sort:asc

Here are the valid sorting and ordering keyword and value pairs that you can use:
e sort:asc

sort: desc

order _by:priority

order_by: status

order _by:ticket type
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e order_by: updat ed_at
e« order_by:created_at

All of theor der _by andsort keyword/values pairs can be used when searching ticket data.



Chapter

9

Customizing and extending your help
desk

» Using Liquid markup to customize comments and email notifications
e Zendesk data object (placeholders) reference

e Setting up anonymous ticket submissions with Zendesk for Wordpress
e Setting up remote authentication for Wordpress

e Setting up and using the Zendesk for Wordpress plugin

» Displaying latest satisfaction ratings in the ratings box widget

» Displaying your last 100 satisfaction ratings using JSON

e Setting up single sign on with Remote Authentication



230 | Zendesk User's Guide | Customizing and extending your help desk

Using Liquid markup to customize comments and
email notifications

If you're familiar with placeholdersin Zendesk, then you aready know something about Liquid
markup. It's the templating language we use to enable them. Placehol ders are used throughout

the help desk (automations, macros, targets, triggers, and widgets) as containers for dynamically
generated ticket and user data. What you may not know about Liquid markup isthat you can also use
it to customize how this datais selected and displayed as output. Thisis because Liquid also alows
you to create simple programming logic such as case statements, if statements, for loops, and so on.

By writing simple control statements directly in the comment/description action in macros and the
email user action in automations and triggers, you can accomplish in one automation, macro, or
trigger what you used to have to do in multiple automations, macros, and triggers. Y ou can also
customize how comment text is presented.

A brief introduction to Liquid markup

Y ou can find the Liquid documentation at Liquid for Designers. All of the elements of the language
are described in detail. Here, however, is a brief introduction to how it works.

Liquid is atemplating language for rendering email and HTML. In Zendesk, Liquid isthe
mechanism that enables the automated placement of datain comments and email notifications using
placeholders.

There are two types of markup in Liquid:

e Output, which is text output contained in double curly brackets.
« Tags, which contain the programming logic that determines how the data is expressed with
placeholders.

If you simply equate output with placeholder, you're about half way to understanding what Liquid
isand how it's used in Zendesk. What you may not know about Liquid output however isthat in
addition to expressing ticket and user data, there are also methods available to manipul ate text
strings and arrays. In Liquid, these methods are referred to asfilters. Using afilter you can transform
text to uppercase characters, for example. But that's one of the simplest examples of what filters can
be used for. See the Liquid documentation for more information.

The other half of understanding of how Liquid can be used in Zendesk comes from knowing what
tags are and how they are used. Tags provide the programming logic that you can use to select and
present data.

Using Liquid tags you can create:
* if else statements
* Ccase statements
» forloops
e cycles
* variable assignments
As an example, based on ticket properties you can create different responses in your business rules.

This example shows how you can modify the Notify requester of received request trigger (or any
other trigger that serves the same purpose) to return a response based on your business hours.


https://github.com/tobi/liquid/wiki/liquid-for-designers
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{%if ticket.in_business hours == "true' %
Hel l o {{ticket.requester.first_nanme}}

Your request (#{{ticket.id}}) has been received and is being revi ewed by our
support staff.

To review the status of the request and add additi onal coments, follow the |ink
bel ow:
http://{{ticket.url}}

{{ticket.coments_formatted}}
{% el se %
Hel lo {{ticket.requester.first_nane}}

Your request (#{{ticket.id}}) has been received and will be reviewed by our
support staff during regular business hours (Mnday - Friday, 8am - 6pm PST).

To review the status of the request and add additional comments, follow the |ink
bel ow:
http://{{ticket.url}}

{{ticket.coments _formatted}}
{%endi f %

Using asimpleif...else statement, the first response is sent if the request is received during business
hours and the other is sent if it isnot. Theif statement teststheti cket. i n_busi ness_hours
property and responds accordingly. The ticket property isin the same format that you're familiar
with when it's used as a placeholder, although not contained within double curly brackets for the
simple reason that it's not being used as output here but rather as part of the logic determining what
will be included in the comment when it's sent to the requester as an email notification.

For several other examples of how these simple statements can be used in Zendesk, see Supporting
multiple languages in automations, macros, and triggers and Customizing the formatting and
placement of text in comments and email notifications below.

These are just several examples of what you can do with these ssmple but powerful Liquid tags.

Using Liquid markup in Zendesk

Here are several more examples of how Liquid markup is commonly used in business rules to
customize comments and email notifications.

For the complete list of Zendesk data objects that can be used in your Liquid code, see Zendesk data
object (placeholders) reference.

Note: You may find it convenient to test your Liquid markup in atest macro since you can see the
resultsimmediately by applying the macro to aticket.

Using Liquid markup to support multiple languages in
automations, macros, and triggers

Many help desks support end-users who speak languages other than English and there are a number
of waysto manage thisin Zendesk. In this example, a case statement is used to determine what
response is sent to the end-user based on their language setting. The email body of the Notify
requester of received request trigger contains the following Liquid markup:
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{% case ticket.requester.|anguage %
{% when 'lItaliano" %
Ciao {{ticket.requester.first_nane}}

La tua richiesta (#{{ticket.id}}) €& stata ricevuta, &€ stato esam nato dal nostro
staff di assistenza.

Per esaminare o stato della richiesta e aggiungere ulteriori conmenti, segui il
link qui sotto:

http://{{ticket.url}}

{{ticket.coments_formatted}}

{% else %

{% when ' Dani sh* %

Hej {{ticket.requester.first_nane}}

Din annmodning (# {{ticket.id}}) er blevet nodtaget og bliver gennengdet af vores
support medar bej der e.

At gennengd status for annodningen og tilfgje yderligere kormentarer, skal du
f ol ge nedenst dende |i nk:
http:// {{ticket.url}}

{{ticket.coments _formatted}}
{% el se %
Hello {{ticket.requester.first_name}}

Your request (#{{ticket.id}}) has been received, and is being reviewed by our
support staff.

To review the status of the request and add additional comments, follow the |ink
bel ow:
http://{{ticket.url}}

{{ticket.coments_formatted}}

{% endcase %

The language preferenceis set in the user's profile. Language support is defined by an admin
(Settings > Account > Localization > L anguages) and you use the names (the exact text string) as
displayed in the list of languages on that page.

Note: Thisexample just shows the notify trigger. Y ou'd also want to do the same thing for
the update and solved triggers and any other business rules that generate comments and email
notifications to the end-user.

In this example, we could have also explicitly declared the English text like the others ({ % when
'English’ %} ). However, if the default language of the help desk is English it's not necessary. The
English text will be displayed to al users who have not otherwise chosen a language setting.

Asyou can imagine, you can use something like this for any number of reasons, not just to
support multiple languages. For example, maybe you want custom responses for usersin different
organizations for some reason. If so, you uset i cket . or gani zat i on. nane in a case statement
likethis.
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Customizing the formatting and placement of text in comments
and email notifications

By default, many of the Zendesk business rules use the {{ ticket.comments_formatted}} placeholder
to include comments into email notifications. If you want more control over how the comments are
presented to requesters, you can access more details about comments and their attachments using
Liquid markup.

A comment is an element within aticket and there are a number of placeholders available that you
can use to include commentsin email notifications. For example, you can include all comments,
public comments, the last comment, etc (see Comment data).

If you want more control over how comments are displayed in email notifications, you can use
Liquid markup and afor loop, asin this example:

{%for commrent in ticket.coments %

Comment :

{{conment . created_at}}
{{coment . aut hor. nane}}
{{coment . val ue}}

Attachment :

{%for attachnent in comment.attachnments %
{{attachnent.fil enane}}

{{attachment.url}}

{% endf or %

{% endfor %

This returns the items in both arrays (ticket.comments and comment. attachments). In other words,
the properties for every comment and attachment contained in the ticket.

If you want to only return the last comment, you can usethel i mi t and of f set attributes asin the
following example:

{% for comment in ticket.coments linmit:1 offset:0 %

Y ou can do alot with arrays in for loops. Refer to the Liquid documentation (Liquid for Designers)
for more details.


https://github.com/tobi/liquid/wiki/liquid-for-designers
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Zendesk data object (placeholders) reference

Zendesk placeholders are containers for dynamically generated ticket and user data. The format isa
data reference contained within double curly brackets. Since you can also access ticket and user data
when defining programming logic, it may be helpful to think beyond placeholders and think instead
of data objects and their properties that can be used for either purpose.

There are two primary data objects in Zendesk: Ticket and User. Each hasits own set of properties;
the User object, for example, contains user properties such as name and email. In addition to

these two data objects, there are associated data objects. For tickets, there are the Comment and
Satisfaction Rating objects. For users, there is the Organization object.

User data

In the context of updating aticket, there are anumber of different types of users. These include the

following:

 ticket.requester, who is the person who requested the ticket

 ticket.assignee, who is the agent assigned to the ticket

 ticket.submitter, who is either the user who submitted the request or the agent that opened the
ticket on behalf of the requester

e current_user, who isthe user currently updating the ticket (an end-user or agent)

This means that most of the user datalisted in the following table can be returned for each type of
user (for example, {{ticket.submitter.name} }, {{ current_user.name}}, and so on).

Table 28: User object data

user.name
user.first_name
user.last_name
user.email
user.language
user.phone

user.external_id

user.details
user.notes
user.time zone
user.role

user.extended role

The user's full name.

The user'sfirst name.

The user'slast name.

The user's email address.

The user's language preference.
The user's telephone number.

The user's external 1D (if one exists). Used by help desks that have
enabled remote authentication.

The user's details.

The user's notes.

The user'stime zone.

The user's role (end-user or agent). Admin users return as agent.

When using Zendesk Enterprise agent roles, this returns the name of
the agent's Enterprise role. These are the predefined roles:

¢ Advisor
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e Light Agent

o Staff

e Team Leader
* Legacy Agent
e Administrator

If you've created custom agent roles, those role names are returned.
If you're not an Enterprise account, using this placeholder returns
'‘Agent' for all agent users. End-users are 'End-user'.

For more information about custom agent roles, see Custom agent

roles.
user.id Theuser'sID.
user.locale The user'slocale (for example: en-US).
user.signature The agent's signature. Only agents have signatures.
user.organization... See Organization data below.
user.tags Tags. See Adding tags to users and organizations.

Organization data

Each type of user can be added to an organization. An organization contains the following data
properties.

Table 29: Organization data object

user.organization.id The ID of the organization that the user is
assigned to.

user.organization.name The name of the organization that the user is
assigned to.

user.organization.is_shared True or False. Indicatesif the organizationisa
shared organization.

user.organization.is_shared_comments True or False. Indicatesif the organization
allows users to add comments to other user's
tickets.

user.organization.details Details about the organization.

user.organization.notes Notes about the organization.

user.organization.tags Tags. See Adding tagsto users and
organizations.

Since all users can be added to an organization, you can access the organi zation data for each using
Liquid markup. For example, you can return data for each of the these types of users (shown here as
placeholders):

» {{ticket.organization.name} } , which is the ticket requester's organization
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« {{ticket.requester.organization.name} }, which the same as { { ticket.organization.name} } (the
reguester)

e {{current_user.organization.name} }, who is the user currently updating the ticket (an end-
user or agent)

» {{ticket.assignee.organization.name} }, who is the agent assigned to the ticket

o {{ticket.submitter.organization.name} }, who is either the user who submitted the request or
the agent that opened the ticket on behalf of the requester

Ticket data

Zendesk tickets contain the following data properties.
Table 30: Ticket object data

ticket.title
ticket.description
ticket.url

ticket.id
ticket.created at

ticket.updated _at

ticket.external _id
ticket.via

ticket.status

ticket.priority
ticket.ticket_type
ticket.score
ticket.group.name
ticket.organization.name
ticket.due_date

ticket.account
ticket.cc_names
ticket.tags

ticket.in_business_hours

The ticket subject.
The ticket description (the first comment).

The full URL path to the ticket (excluding
"http://").

Theticket ID.

Time the ticket was created (for example,
May-18).

Time the ticket was last updated (for example,
May-18).

The external ticket ID (if one exists).

The source type of the ticket (Web form, Mail,
Twitter, etc.).

Theticket status (New, Open, Pending, Solved,
Closed).

Theticket priority (Low, Normal, High, Urgent).
Ticket type (Question, Incident, Problem, Task).
The ticket score.

The group assigned to the ticket.

See Organization data above.

The ticket due date (relevant for tickets of type
Task). Theformat is: May-18.

The help desk name.
Thelist of CC email addresses.
All of the tags attached to the ticket.

Trueor False. Trueif the ticket update is during
business hours as defined in Settings > Account
> Localization > BusinessHours.
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ticket.ticket_field <field ID number> Property/placeholder format for custom fields.
See Placeholders for customfields.

ticket.ticket_field option_title <field ID Property/placeholder format for the option titles

number> of adrop-down custom field. See Placeholders

for custom fields.

Comment data

Comments are added to tickets, so they can be accessed as a ticket data object.
Table 31: Comment data object

ticket.comments Used as a placeholder, {{ticket.comments}}
displays all the commentsin aticket (both
public and private). Although private comments
are aways filtered out of the notifications that
are sent to the requester.

Ticket.comments also serves as a collection for
comment and attachment details. Y ou can access
the following data using Liquid markup:

* comment.author.name
e comment.created at

e comment.value

e comment.attachments

+ attachment.filename
* attachment.url

For an example of accessing thisdatain
business rules, see Customizing the formatting
and placement of text in comments and email
notifications.

ticket.comments_formatted All public and private comments, most recent
first.

Note: Private comments are filtered out of
notifications that are sent to end-users.

ticket.public_comments All public comments, most recent first.
Unformatted text.

ticket.public_comments_formatted All public comments, most recent first.

ticket.latest_comment The most recent comment (both public and

private). Unformatted text.

ticket.latest_comment_formatted The most recent comment (both public and
private).
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ticket.latest_public_comment The most recent public comment. Unformatted
text.

ticket.latest_public_comment_formatted The most recent public comment.

ticket.latest_comment.author.name The name of the person who made the last
comment.

ticket.latest_public_comment.author.name The name of the person who made the last
public comment.

ticket.latest_ comment.created_at The date of the last comment in the following
format: Month-Date (for example, May-18).

ticket.latest_public_comment.created at The date of the last public comment in the
following format: Month-Date (for example,
May-18).

Satisfaction rating data

The following data properties are available for customer satisfaction rating (see Using customer
satisfaction rating).

Table 32: Satisfaction rating data object

satisfaction.rating_section A formatted block of text prompting the user to
rate satisfaction.

satisfaction.current_rating The text of the current satisfaction rating (e.g.
"Good, | am satisfied").

satisfaction.positive_rating_url A URL to rate the support positively.

satisfaction.negative_rating_url A URL to rate the support negatively.

satisfaction.rating_url A URL to rate the support.

sati sfaction.current_comment The comment that the user added when rating

the ticket.
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Setting up anonymous ticket submissions with
Zendesk for Wordpress

The Zendesk for Wordpress plugin includes a comment form that you can add to the Wordpress
admin dashboard so that your site users can easily submit support requests (see Setting up and using
the Zendesk for Wordpress plugin). By default, only your registered help desk users can submit
requests. Y ou can however allow your Wordpress site users who do not also have a help desk
account (considered anonymous users) to submit support requests.

There are several easy stepsto set this up:
1. Enable anonymous ticket submissions in the Zendesk for Wordpress plugin.
2. Choose an existing help desk admin or agent who is also auser in your Wordpress site to act
as the delegator for anonymous requests.
3. Havethe assigned agent log in to the help desk viathe Zendesk ticket widget to authenticate
their account.
This delegator roleis simply ameans to access your help desk and submit the request on behalf of
the anonymous user. Depending on how your help desk is set up (open or registered users only), the
requester may also be required to register with your help desk and create alogin so that they can
follow up with the ticket.

Note: Anonymous requesters are never aware that their request was submitted via this delegator; it's
all done under the hood viathe Zendesk API.

When you're setting the visibility permissions for your Wordpress site users (see Setting the
dashboard widget visibility by user type), you should alow all agent usersto see the ticket widget on
their Wordpress dashboard so that they can log in to the help desk to be authenticated via the widget,
which isrequired to set up this delegation.

The delegation agent needs to login here before they can be assigned the delegator role:

Zendesk Support Login

Use your fendesk account credentials to log in the form
Lwrd below. Please note that these are not yvour WordPress
username and password.

Username:

Password:

Login to Zendesk

Don't have an account? Sign up

To allow anonymous support requests
1. Loginto Wordpress as an admin.
2. Select Settings from the Zendesk panel.
3. You should have first enabled the contact form for one or more types of usersviathe
visihbility settings described in Setting the dashboard widget visibility by user type.
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4. Select the Anonymous Requests check box.
5. Select a help desk agent from the Anonymous Requests By drop-down list.

Note: Only agents that have logged into the help desk viathe ticket widget are shown in the
list.
6. Click Save Settings.

Anonymous help desk users can now submit requests using the contact form on the Wordpress
admin dashboard.

How can we help you?

Briefly describe your question

Give us some further details

Follow up on requests submitted via this form are through the normal help desk workflow (Web
portal and email, etc).

Another way to create tickets for anonymous usersisto convert blog comments into tickets (see
Converting a blog post comment into a ticket).
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Setting up remote authentication for WordPress

By setting up remote authentication for the Zendesk for WordPress plugin, your WordPress site
users access your help desk using their WordPress user |D and password. They access your help
desk at the usual URL (http://mycompany.zendesk.com) but logging in happens through the
WordPress log in page, which is displayed when they click the login link in the help desk. When
they are successfully authenticated by WordPress, they are seamlessly logged in to the help desk.

Once you've set up remote authentication, al user management and authentication happensin
WordPress, not in Zendesk. In other words, you don't add or manage help desk usersin Zendesk. All
of that happensin WordPress.

If you switch to remote authentication after you've already set up usersin Zendesk, they will no
longer have access to those user accounts (their old Zendesk login). Y ou can however make sure
that their former help desk identity is associated with their WordPress user account by using the
same email address in both user accounts. In other words, if auser's WordPress account uses the
same email address as their Zendesk acount, the two accounts will be synced. If adifferent addressis
used, a separate user account is created.

To configure remote authentication for the Zendesk for WordPress plugin

This processis a back and forth between your WordPress site and Zendesk. Log in to both as an
admin.

Note: You need to have aready installed the Zendesk for WordPress plugin. For more information
about setting up and using the Zendesk for WordPress plugin, see Setting up and using the Zendesk
for WordPress plugin.

1. InZendesk, select Settings > Security.
2. Select Single Sign-on > Enabled.
3. In WordPress, select Remote Auth from the Zendesk panel.

% Zendesk

Settings

Remote Auth

4. Select and copy the Remote Login URL.

¥ Zendesk Remote Authentication Settings

Woah there Melly!
Remote authentication takes a little bit of setup in here and inside Zendesk too. Don't worry, it's not rocket surgery.

Check out this handy quide on getting it set up for WordPress.

Zendesk Configuration

The settings that need to be configured in your Zendesk account.

Remote Login URL http:/fwww . example., com/wp=-login.php?action=zendesk-remote-Llogin

Remote Logout URL http: /Swww ., example, comSwp-login, phpfackion=zendesk-remote-logout
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5. In Zendesk, copy the URL into the Remote Login URL input box.

6. If you want your users to return to your WordPress site after logging out of the help desk,
copy the Remote Logout URL in WordPress and paste it into the Remote L ogout URL in
Zendesk.

7. In Zendesk, select the Allow update of external ids? option.

8. In Zendesk, select Shared secret > Generate a new token. Select and copy the token.

Note: It'salong number and may exceed the length of the text control that it's displayed in
so double-click the number to make sure you've selected it all.

9. In Zendesk, click Save Tab. Y ou've finished the Zendesk part of this set up.
10.In Wordpress, copy the shared secret into Remote Auth Shared Token.
11.Click Save Changes.

Now all help desk users, including yourself, will be authenticated through your WordPress site when
logging in to the help desk.

Note: If you, as ahelp desk admin, need to log in to Zendesk with your Zendesk user account, you
can do so at the following URL: http://mycompany.zendesk.com/access/normal.
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Setting up and using the Zendesk for Wordpress
plugin

Using the Zendesk for Wordpress plugin, you can connect your Wordpress site and its users to your
help desk. Using the plugin you can do the following in Wordpress:

« Allow your registered or unregistered (anonymous) help desk users to submit support
reguests from within the Wordpress admin dashboard. For information about allowing
anonymous users to submit tickets, see Setting up anonymous ticket submissions with
Zendesk for Wordpress.

« Convert blog commentsinto tickets and add a public comment that can also be posted as a
reply in the blog post.

* View dl of the help desk tickets in the tickets widget, which is added to the admin
dashboard.

* View details for each ticket and then open them in your help desk to make updates.

* Add acontact form to the admin dashboard so that your site users can quickly make support
requests.

» Set thevisibility permissions for each type of registered Wordpress site user (administrators,
editors, authors, contributors, subscribers), allowing them to either see the tickets widget or
the contact form.

e Add adropbox to your site.

» Allow your usersto log in to your help desk using Remote Authentication. See Setting up
remote authentication for Wordpress.

Installing the Zendesk for Wordpress plugin

The Zendesk for Wordpress plugin can be added to your Wordpress site just like any other plugin.
Plugins are only supported in self-hosted Wordpress sites (wordpress.org), not free hosted sites on
wordpress.com.

Toinstall the Zendesk for Wordpress plugin

1. Download the plugin at http://wordpress.org/extend/pluging/zendesk/.
2. Loginto your Wordpress site as an admin.

Note: If you installed a beta version of the Zendesk for Wordpress plugin, deleteit in
Wordpress before installing the new version.

In the dashboard, select Plugin > Add New.

Select Upload.

Click Browse to select the file you downloaded (zendesk.zip).

Click Install Now.

7. After thefileis uploaded and installed, click Activate.

The next step isto configure the plugin with your Zendesk account information and then select the
features that you want to enable.

o oA~ W

Configuring the plugin settings

Activating the plugin adds a new panel to the Wordpress admin dashboard, as shown here:


http://wordpress.org/extend/plugins/zendesk/
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Zendesk Support

.y Howdy! You're almost ready to go, we just need you to set up a few

thngs frst.

Y ou need to configure your Zendesk subdomain to access your help desk in Wordpress.

To configureyour Zendesk account
1. Click the set up link and you'll be prompted to enter your Zendesk subdomain.

Your Zendesk Account

We need your Zendesk subdomain, so we can use Zendesk's AP| to get your ticket
information.

Subdomain http:// zZendesk.com

2. Enter your Zendesk subdomain.

Note: If you use host mapping, this is automatically detected when you save the account
settings.
3. Click Save Settings.
Y ou will next be prompted to optionally set the visibility permissions for your registered site users,

customize the contact form, allow support requests from unregistered (anonymous) help desk users,
and to add a Zendesk dropbox to your Wordpress site.

For information about allowing anonymous users to submit requests, see Setting up anonymous
ticket submissions with Zendesk for Wordpress.

Y ou can set these options immediately or later by selecting the Zendesk settings from the Zendesk
for Wordpress panel, as shown here:

Zendesk
Settings

Remote Auth

Setting the dashboard widget visibility by user type

Y ou can add either the contact form or the Zendesk ticket widget to the dashboards of the registered
users (administrators, editors, authors, contributors, subscribers) of your Wordpress site. The contact
form alows them to submit support requests directly from Wordpress and the ticket widget allows
users who are also help desk agents to view tickets and quickly access the help desk to make ticket
updates. In other words, the contact form is for users who need to submit support requests and the
tickets widget is for agents to manage tickets.

To set the dashboard visibility

1. When you initially set up the plugin, the settings page is displayed after you've configured
your Zendesk account. Y ou can otherwise access this page by selecting Settings from the
Zendesk panel. Visibility permissions are set in the Dashboar d Widget Visibility section.

2. For each type of registered site user you can specify the following:
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e Don't display anything
» Show acontact form
« Show the tickets widget
3. Choose avisihility setting for all user types:

e Administrators
» Editors
* Authors
» Contributors
» Subscribers
4. Click Save Changes.

Customizing the contact form

Using the contact form, your registered site users can submit support requests.

How can we help you?

Briefly describe your question

Give us some further details

The contact form is added to the Wordpress dashboard when enabled for the types of users described
above. Y ou can modify the wording of each element of the form (title, summary, description, and
the button label) on the Settings page.

Note: You cannot currently add custom fields or otherwise modify thisform.

To customize the contact form

1. Select Settings from the Zendesk panel.

2. Inthe Contact Form Settings section, enter text for the form title, summary label, details
label, and submit button label.
3. Click Save Settings.

Adding a dropbox to your Wordpress site

Using the Zendesk for Wordpress plugin, you can also easily add a dropbox to your Wordpress site.
Y ou use the dropbox code generated by the help desk in Settings > Channels > Zendesk Dropbox.

To add a dropbox to your Wordpress site
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Select Settings from the Zendesk panel.
Select one of the following dropbox display settings:

« Do not display the Zendesk dropbox anywhere (thisis the default)

» Digplay the Zendesk dropbox on al posts and pages

« | will decide where the Zendesk dropbox displays using atemplate tag
If you selected to display the Zendesk dropbox on all posts and pages, enter the dropbox code
from Settings > Channels > Zendesk Dropbox.
If you selected to use atemplate tag, enter the dropbox code from Settings > Channels >
Zendesk Dropbox. Y ou can then place the dropbox where you would like it on your site
using the following template tag:

<?php if ( function_exists( 'the_zendesk_dropbox' ) )
t he_zendesk_dropbox(); ?>

Click Save Settings.

The dropbox behaves as it would when added to any other web site. Y ou can, for example, configure
it to also alow users to chat with agents and to search your knowledge base.

Submitting a request from the dashboard

Registered site users who have been granted permission to see the help desk contact form (shown

above)

on their dashboards, may submit support requests. These users can either be registered users

in your help desk or you can allow unregistered (anonymous) users to submit requests (see Setting
up anonymous ticket submissions with Zendesk for Wordpress).

Users simply fill out the contact form and click Submit. If you've configured the plugin to alow
anonymous submissions, then the requester is not prompted to log in to the help desk; an agent acts
as the delegate for anonymous requests. If not, all your users must log in to the help desk before
submitting requests. After arequest is submitted, the requester receives the usual email notification.

Using the ticket widget
Using the tickets widget, agents can view tickets using all of the shared viewsin your help desk.

fendesk for WordPress

Rece

#101

#162

#193

#102

L1 o  leote }
L SOLLE d tickets (change view)

My camera is not advancing when | take pictures Solved

My camera doesn't work Solved
f-Stop Solved
My bill is wrong Solved

My Helpdesk |Logged in as agent@mondocam.com (logout)

By selecting Change View you see and can switch to any of the shared views in your help desk.



Zendesk User's Guide | Customizing and extending your help desk | 247

Zendesk for WordPress
Change view (cancel)

My unsolved tickets

Unassigned tickets

All unsolved tickets

Consumer Support - Unsolved Tickets
Digital Cameras

Engineering - Open High Priority Tickets
Important Twickets

Open Tickets

Product Design - To-Do Items

Recently solved tickets

My Helpdesk | Logged in as agent@mondocam.com (logout)
By clicking on aticket, you see summary information about the ticket and can access the help desk
to make updates.
Zendesk for WordPress
Viewing Ticket #198 (back)
Subject:  How do | use f-Stop?
Description:  Help!
Ticket Status:  Solved
Reguested by: Martt Price
Created: Junme 1, 2011 at 10:58 am

Updated: June 1, 2011 at 11:02 am
Actions

Comments:  View the comments thread

View: View this ticket on Zendesk

My Helpdesk | Logged in as agent@mondocam.com (logout)
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Converting a blog post comment into a ticket

Y ou can convert blog comments into tickets in the dashboard. Only comments that have been
submitted along with an email address can be converted into aticket. The commenter's email address
is used to add them to the help desk and enable follow up communication about the ticket.

To convert acomment into a ticket

1. Inthe Wordpress admin dashboard, select the Comments.
2. Locate the comment you want to convert to aticket and click Convert to Zendesk Ticket.

3. You'll be prompted to enter a comment, which can be posted as a response in the post. Enter
your comment and then optionally select either or both of these two options:

» Makethisapublic comment in the ticket
» Post asareply on this blog post
4. Click Create Ticket.

All follow up on the ticket occurs within the help desk.



Chapter

10

Supporting multiple languages

» Configuring your help desk for your locale and language

» Configuring your help desk to support multiple languages
« Providing multiple language support with dynamic content
» Exporting and importing dynamic content
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Configuring your help desk for your locale and
language

The default configuration of Zendesk is in the English language. The agent and administrator user
interface is currently in English only. However, the end-user experience supports other languages.
For example, the Web porta can be displayed in more than 40 languages and you can update the
system messages and the default business rules (automations, macros, and triggers) that contain
English language text that is used in email notifications to your end-users.

Y ou can switch your help desk to a different default language by making changes to your account
settings and updating the default business rules that contain text in English. Making these changes
will enable you to change your help desk from English to a different language.

If you want to support more than one language, see Configuring your help desk to support multiple
languages.

The help desk fully supports UTF-8 (Unicode) and al languages can be added to forms, comments,
tags, and so on.

To switch your help desk to a different language, you'll need to do the following:

e Set your time zone and format

« Tranglate the system-generated new user email notifications

» Optionally, add trandated text to the agent signature

« Trandate the text in the default automations, macros, and triggers
e Set anew default language for the end-user Web portal

« Tranglate the name of the Forums tab

» Replace the wel come message on the home page

« Create your knowledge base

e Optionally, create a Feedback Tab

« Optionally, disable keyboard shortcuts

Setting your help desk time zone and format

Y ou can set the time zone and format for your Zendesk account that corresponds to your locale. This
can be done by administrator by selecting Settings > Account > L ocalization.

You'll want to set your time zone so that all timestamps (dates that are saved in your tickets, forum
posts, and so on) match your location.

Select any of the standard GMT time zones.

Time zone (GMT+01:00) Budapest

e

Y ou can also select either the 12-hour or 24-hour time format.



Zendesk User's Guide | Supporting multiple languages | 251

Time Format v 12 hour clock {10:42 pm)
24 hour clock (22:42)

e K throughout your

zendesk.

Note: Thereis currently no support for local e specific date and number formats.

In the Plus+ and Enterprise versions of Zendesk, you can allow your staff and end-users to set their
own time zone. In these versions of Zendesk, the time zone can be set in the user profile.

Translating system-generated new user email notifications

When end-users sign up to use your help desk, they receive a number of email notifications (the new
end-user registration, welcome, and email verification messages). By default, these are in English
but you can easily trandate them into another language by selecting Settings > End-users and
editing the messages.

The user registration message:

Please fill out this form and we'll send you a welcone email to verify your enail
address and | og you in.

The user welcome message:
Pl ease follow the |ink below to choose a password, and we will log you in right
away.

The email verification message:

We need to verify that you are the owner of this email address. Please follow the
link below to verify.

If you run an open help desk and therefore don't require your end-users to register and log in, they
will not receive any of these messages. See Setting up an email-only help desk.

If you're using dynamic content (see Using dynamic content to provide multiple language support),
you'd replace this text with placeholders that automatically insert the appropriate language when the
email notifications are sent.

Adding translated text to the agent signature

In the agent settings (Settings > Agents > Signature), you can choose to include the agent's
signature in al outgoing email notifications that are sent to requesters. Placeholders are used to
dynamically insert the signature and phone number that agents add to their own user profiles.
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Signature {{agentsignature}} - {{agent.phone}}

Template for adding a signature to all public agent
comments on tickets.

Learn more

The placeholders are used to insert the agent's data when the email notifications are sent.

Many help desks choose to add some additional text to the account signature. If you'd like to do the
same in your default help desk language, enter it here. For example:

{{agent.signature}} - {{agent.phone}}
Toute |' équi pe du Support MndoCam

If you use dynamic content, you'd add a dynamic content placeholder here instead.

Translating the text in the default automations, macros,
triggers

When you create a Zendesk account, a number of automations, macros, and triggers are included to

help you get started managing your support workflow. Each of these contain text in English that is
sent to end-usersin email notifications.

To change this text to a different language, manually trandate the English text in the following
business rules:

» Trigger: Notify requester of received request

» Trigger: Notify requester of solved request

» Automation; Reguest customer satisfaction rating (added to your help desk if you've enabled
customer satisfaction rating)

e Macro: Close and redirect to topics

* Macro: Downgrade and inform

If you support more than one language, you can also use Liquid markup to generate messagesin
more than one language from a single business rule. For example, you can edit the Notify requester
of received request trigger to generate messages based on the user's language setting. For more
information, see Supporting multiple languages in automations, macros, and triggers.

In the Plus+ and Enterprise versions of Zendesk, you can use dynamic content (see Using dynamic
content to provide multiple language support) to manage content for multiple languages. Using
dynamic content, you replace the text with a dynamic content placeholders that automatically insert
the appropriate language version of the text based on the user's language.

Configuring your Web portal to support your language

The Web portal can be displayed in more than 40 languages. Selecting a different language switches
al of the text in the user interface to that language. These trandlations are available in your Zendesk
and you can switch to one of these language by following the steps below (Setting the Web portal
default language). Y ou'll also need to manually translate the Forums tab name and update the home
page welcome message.
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Once you've fully tranglated the user interface text in the Web portal, you can create a knowledge
base in your supported language.

Setting the Web portal default language

All Zendesk accounts can change the default language for the Web portal to something other than
English. This affects the following pages: submit request, track requests, the home page, and the
knowledge base.

To set the default language for the Web portal

1. Loginasan administrator.

2. Select Settings > Account > Localization.

3. Inthe Languages section, select one of the more than 40 supported languages.
4. Click Save Tab.

Y our Web portal is now displayed in the new default language.

ACCUEIL FORUMS ENVOYER UNE DEMAMNDE VERIFIER VO'S DEMANDES

Envoyez une demande

Votre adresse email *

Sl vous étes un utilisateur enregistré, veuillez d'abord vous connecter pour envoyer une demande.

Subject*

The agent's view of the forums does not change, it is still displayed in English.

If you support users in multiple languages, you can also allow your end-users to select the language
that is displayed in the Web portal (see Selecting the languages you want to support).

Translating the name of the forums tab

When you select a default language for the Web portal, the text in the user interfaceis displayed in
the language you selected. There is one exception however. The Forumstab titleis set in Settings
> Channels > Web Portal > Forums Name. The Forumstab titleis not included in the Web
portal translations because it is customizable and is often changed to 'Knowledge Base' or 'Help'.
Therefore, you must set it yourself.

Forums name Base de connaissances

The title of your forums as your end-users see it. Default is "Forums™.
Fename if you want your forums shown as e.g. "Knowledge Base”
or "Messages”.

If you use dynamic content, you'd enter the placeholder here instead of text.
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Changing the welcome message on the home page
At the top of your help desk home page is a welcome message in English.

Welcome to MondoCam Customer Service! i

Stay updated with announcements, get answers from the community and share your feature suggestions with us.
You can also submit a request or send us an email at support@mondocameras.com.

Y ou can easily change this text by logging into the help desk, choosing the home page, and then
selecting the Edit link in the welcome message container.

Bienwenue sur le Support Client MondoCam |

Tenez vous a jour avec les divers nouveaulés el annonces de MoodeGam, obtenez des réponses de BB communauté et partagez
vos demandes spécifiques autour des prodults. Vous pouvez dgalement nous contacter directement en nous envoyant un mai a
ladresse : <a href="malle:suppert@MROdesAMEeras. com > suppot DMAndeLAMSIAS. FRI</2>.

! Y
[ Save ) Cancel

Like the Forums tab name, the title and description text can be replaced with dynamic content
placeholders.

Creating knowledge base content in your help desk language

Y ou can add any language as content in the forums. Therefore, if you set your default help desk
language to something other than English and want to create a knowledge base in that language,
adding content in another language is as simple as it would be in English. Just create categories,
forums, and topics and add your content as needed.

If you want to support multiple languages in your forums, you can choose to display forums based
on the end-user's language. See Displaying forum content based on language.

Creating a Feedback Tab in a different language

As with the Web portal, you can display the Feedback Tab (Settings > Channels > Feedback Tab)
in alanguage other than English. For example, if you want to include the Feedback Tab in your Web
portal, you select the language when setting the Feedback Tab options and generating the JavaScript
code that you include in a Global JavaScript widget.

Language Italiano s

The language in which your Feedback Tab's default
messages will be presented.
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Note: If you support more than one language and want Feedback Tabs on each of your localized
web sites, you create Feedback Tabs for each and then place that JavaScript code in each localized
web site.

Here's what the Italian version of the Feedback Tab user interface looks like to your end-users:

Come possiamo aiutarti?

Vorresti...

Trova qualcuno con cui chattare

m

=/ o

Invia una richiesta di supporto

The Feedback Tab itself, which is placed along the edge of the Web browser, looks like this:

When you create a Feedback Tab, you select one of the following titles to use. They are images and
arein English only.

Tab title ¥ Support
Feedback
Help
Service
Questions
Comments

Language [ Askus_ || ;

pn the side of your customers’ browser
select what the tab says.

The language in which your Feedback Tab's default
messages will be presented.

To create atranslated version of the Feedback Tab title, you need to create a custom image. Follow
the instructions in Creating your own Feedback Tab translation below.

Note: If you're curious, your language selection isn't explicitly declared in the JavaScript code that
is generated for the Feedback Tab. It isinstead associated with the Feedback Tab ID (called the
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dropboxID) in the code below. When the Feedback Tab is clicked on and opened, the JavaScript
code displays the language you selected when you created it.

<script type="text/JavaScript" src="//asset0.zendesk. conl ext ernal /zenbox/
v2. 4/ zenbox. j s"></scri pt >
<style type="text/css" medi a="screen, projection">

@nport url (//asset0.zendesk. com external / zenbox/v2. 4/ zenbox. css);

</styl e>
<script type="text/javascript">
i f (typeof (Zenbox) !== "undefined") {
Zenbox. i nit({
dr opboxI D: "20038398",
url : "https://nyconpany. zendesk. cont',
tabl D "support",
t abCol or: "bl ack",
tabPosition: "Left"
1)
</script>

Creating your own Feedback Tab translation

Y ou also have the option of creating your own trandlation by selecting the Advanced
Customization tab (Settings > Channels > Feedback Tab > Advanced Customization) and
entering your own text.

Even if you do not want or need to create your own tranglation, you'll most likely want to add a
customized tab title. As noted above, the default tab titles are in English only.

If you want to change the Feedback Tab title to another language, you need to create and host an
image that is 45 pixelswide and 108 pixelstall in avertica orientation. Y ou then link to that image
from the Advanced Customization tab.

General Settings Advanced Customization

Advanced Settings allow you to change common text strings in the Feedback Tab, use your own cusiom image for
the tab, or apply C55 inside the Feedback Tab itself.

Custom Image www.mycompany.com fassets/feedback_tab.png

The full URL o &

The supported image formats are PNG, GIF, and JPG.

Disabling keyboard shortcuts

The agent and administrator help desk interface contains severa keyboard shortcuts that conflict
with keyboard shortcuts for entering charactersin some other languages. Although it's not possible
to remap these shortcuts, they can be disabled by an admin using a custom JavaScript widget.

When editing tickets, the following keyboard shortcuts for submitting tickets are avail able:

* CTRL+S, which is ashortcut to submit the ticket update.
e CTRL+SHIFT+S, which isa shortcut to submit the update and open the next ticket.
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CTRL+Sisaso available to agents and adminsin the new ticket form.
To add awidget to disable keyboard shortcuts

1. Select Settings > Extensions > Add Widget.

Select the Global JavaScript widget.

Enter atitle for the widget. For example: Disable keyboard shortcuts.

Set Available for to Anyone, including people who have not logged in.
In the Content input, enter the following code:

ag LD

j Qery(function() {
j Query(docunent). unbi nd(' . zendesk. keyboard-shortcut');

1)
6. Click Submit.
Note: Thiswidget will not disable CTRL+M, also available when updating tickets, which opens the
Apply Macro menu.

The keyboard shortcuts are still displayed in the Submit drop-down menu options, but are now
disabled.
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Configuring your help desk to support multiple
languages

Configuring your help desk to support alanguage other than English is described in Configuring
your help desk for your locale and language. If you support multiple languages, you'll need the Plus
+ or Enterprise versions of Zendesk.

These versions of Zendesk allow you to select multiple languages, which are then available to end-
users in the Web portal. Y our language choices are also used to determine what languageis used in
system messages and the email notifications that are generated by your business rules.

Y ou first configure your account settings to support multiple languages. Y ou then create and manage
tranglations of all the content that is sent in email notifications to your users and modify your
business rulesto automatically send that content based on the user's language. Finally, you set up
your forums to provide knowledge base content in your supported languages.

The key to providing multiple language support is dynamic content. This feature allows you to
create content in your default language and then variants based on language. Each content item is
referenced by a placeholder that you include in your automations, macros, and triggers. Dynamic
content is described in detail in Using dynamic content to provide multiple language support. This
article describes the multiple language account and forum settings and how to create a workflow
based on language.

Selecting the languages you want to support

To provide support for multiple languages, you must first select those languages from the more than
40 languages that are available in Zendesk. To do this, select Settings > Account > L ocalization.

Languages Francais .
The default language o use on the customer portal. Please note
that only web pages are affected by the change. Texts in standard
email notifications will not be affected, as they're fully customizable
via the triggers menu.

Additional languages
fyou make more than one language available to your end-users,
they will be able to choose the language they want 1o use in the

portal.

There are two language settings: the default language and additional languages. If you haven't
aready done so, select the default language. Thisis the language that end-users see in the Web
portal by default.

In the Plus+ and Enterprise versions of Zendesk, you can select additional languages to support.
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Languages English g

The default language to use on the customer portal. Please note
that only web pages are affected by the change. Texts in standard
email notifications will not be affected, as they're fully customizable
via the triggers menu.

v English ¥ Deutsch {more info)

[ Espanol (more info) [ Portugués (Brasil)
{maore info)

[ Frangais (more info) ™ Nederlands (Dutch)
[more info)

[ Pycckwi (more info) [ Dansk (more info)

# Italiano (more info) [ Svenska (more info)

This means that your end-users will have the option of selecting one of these additional languages
when they visit your Web portal. The language selector is added to the top menu bar in the Web
portal.

Deutsch
00 ltaliano

= Nederlands (Dutch)

In addition to providing atranslated user interface in the Web portal, your language settings are

used throughout the help desk to help you manage your workflow. For example, you can create
automations or triggers that route tickets through your workflow based on the language setting of the
requester.

Meet | all | of the following conditions:

L L

Is s | 4 English
Espanol
Francais

Magyar I!

Requester's language...

Creating a multiple language workflow is described in Using a requester's language in your
business rules below.
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Setting and detecting a user's language

In the Plust and Enterprise versions of Zendesk, all your user's can set alanguage preference in their
user profile (thisincludes both your staff and your end-users).

Default (Frangais)

Timezone English
Espanol
Francais
Italiano

Language gy

Choose the languaage to display for this user.

If present, this setting can be used in your business rules to, for example, determine which dynamic
content language variant is used or to route tickets to specific groups or agents.

Thelist of available languages is the same as the languages you selected in Settings > Account >
L ocalization. If the user's language is not supported, they cannot select it.

A user's language preference can be set in the following ways.
» Theuser can set their own language preference by editing their profile.
« Agents with user management permission can set a user's language preference.
e You can set auser's language with the Set requester'slanguage action, which isavailable in
automations and triggers.

For unknown end-users (those who do not yet have an account in your help desk or registered users
who have not logged in) the language can be detected in several ways.

In the Web portal, end-users can select one of your supported languages themselves from the menu
bar (as shown above in Selecting the languages you want to support).

When an unknown end-user has selected a language, the support request submit form, like the rest
of the Web portal, is set to that language. Then, when the end-user submits a support request, the
language isidentified, the unknown end-user's unverified account is flagged with the language,
and the response email natification isin the selected language (if you've set up dynamic content to
handle this).

This works the same way with Feedback Tabs. The language you set when creating a Feedback Tab
is used as the language for unknown end-users.

An unknown end-user's language can also be detected even if they do not explicitly set alanguage
preference in the Web portal. Zendesk may be able to detect a user's preferred language from their
Web browser preference setting. The accept-language header, which is passed viaHTTP, contains
information about the user's language preference. If that is present, the language can be detected.

Setting your business hours

When providing multiple language support, it may be helpful to also set business hours, which you
can then use to help automate your workflow. The business hours you set are relative to the time
zone you select (see Setting your help desk time zone and format).
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Business Hours ET Enabled
Enable business hours to adapt your business rules and
reports to your working hours.
Business hours are defined in the time zone of your
zendesk, as defined above. Learn more.

Enter your support business hours (working hours):

™ vmon ™ Tue ™ wed ™ Thu ™ Fri [ 5at O
Sun

09:00 AM to | 05:00 PM

Once you've established your business hours, you can use thisinformation in SLASs (service level
agreements), automations, triggers. and reports. For example, in both automations and triggers there
isacondition called Within business hour s? that you can use to determine how requests should be
handled when they are received in your help desk.

For several examples of how business hours can be used, see Tip of the Week: Using business hours
in your triggers and notifications.

Displaying forum content based on language

One of the ways you can provide support in multiple languages is to create a knowledge base

that contains content in each of your supported languages. Y ou can of course add content in any
language you'd like and display it all side by sidein the forums. However, to create a better user
experience you can restrict forums to specific languages. This setting is avail able when creating or
editing aforum.

User property restrictions Restrict access to organization

(None) C

Restrict access to users whose language is:

¥ (None)
English
Espanol
Francais
ltaliano [,
Magyar

55 to end-users and organizations

Y ou can select any of the languages that you chose to support in Settings > Account > L ocalization
> L anguage.


http://www.zendesk.com/blog/business-hours-in-help-desk-triggers-notifications
http://www.zendesk.com/blog/business-hours-in-help-desk-triggers-notifications
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The language restricted content is visible to logged-in users who have that language preference set in
their user profile, when a user selects the language from the language menu in the Web portal, and if
an unknown user's language can be automatically detected.

Note: Only forums, not categories or individual topics, can be restricted by language.

Using a requester's language in your business rules

Knowing your user's language means that you can use that information to determine how to respond
to your users and how to move tickets through your workflow. As described above in Setting and
detecting a user's language, there are a number of ways that a user's language can be set or detected.

Regardless of how the user's language isidentified, it is accessible in automations, reports, triggers,
and views viathe Requester's language condition. Using this condition, you can, for example,
assign incoming tickets to specific groups or agents based on language. Y ou can also create views
and reports to track tickets by language.

The Requester's language condition allows you to test for a specific language and then act on
that information. Y ou also have the option of explicitly setting the user's language with the Set
requester'slanguage to action, which is avail able in automations and triggers.

Here are some examples that describe how to use the Requester's language condition and Set
requester'slanguage to action to build a workflow based on language.

Using dynamic content to communicate in multiple languages

Although it's possible to create a multiple language response within the email body of, for example,
atrigger using Liquid markup (described here Using Liquid markup to support multiple languagesin
automations, macros, and triggers), you should instead use dynamic content. One of the advantages
of doing so is that language detection is handled automatically, you don't need to write Liquid
markup for each of the languages you support.

Asdescribed in Using your dynamic content, dynamic content and its language variants can be
referenced in many placesin your help desk using a placeholder. In the example in that article, a
message describing how end-users can reset their passwordsis added to a macro by simply adding
the placeholder as the text in a macro action. Based on the user's language, the correct language
variant of the dynamic content is used.

All of your help desk content (from the welcome message to automated responses in your business
rules) should be managed with dynamic content.

Assigning aticket to a group or agent based on language

As you receive support tickets in the different languages you support, you can use automations and
triggers to automatically route them through your workflow. As an example, imagine that your help
desk supports three languages (English as the primary and default language and also French and
German). Y ou've structured your organization to support this by creating groups of agents that are
fluent in French and German. When you receive support requestsin either French or German you
use atrigger to automatically assign those requests to the appropriate group.

Thisis easily done using the Requester's language condition, which is available in automations,
reports, triggers, and views.
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Trigger title

Assign to French group if requester's language is French

Meet all of the following conditions:

o

Ticket is... | Created 4%

Requester's language... H Is H Frangais | §
Meet any of the following conditions:

== Click to select condition -- * a
Perform these actions:

Group = French Group a

+

Delate Update trigger

In this example, tickets from French language users are automatically assigned to the French support
group.
Creating views and reports based on language

The Requester's language condition can also be used to create reports and views based on
language.
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View title

Italian tickets

Meet | all | of the following conditions:

Status s Less than 4 Closed =

0 D

Requester's language... E Is H ltaliana 3

Y ou can also make the view visible to agentsin a specific group.

Awvailable for O All agents
(*) Agents in group | halian Support

O Me only

In this example, the view isonly visible to agentsin the Italian Support group.

Thisworks the same way in reports; use the Requester's language condition to select ticketsin a
particular language.

Setting a user's language preference with an automation or trigger

An end-user's language can be set using the Set requester's language to action, which is available
in automations and triggers. Y ou may want to use this action to set an end-user's language in those
cases where the source of the support request is not otherwise identified as originating from a
specific language. For example, if you use a separate support email address for each of the languages
or locales that you support, you can use atrigger to then set the end-user's language based on that
email address.
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Trigger title

Set French end-user's language from support email address

Meet ' all | of the following conditions:

Status

e
=
an
=
z
an

Ticket channel

Ticket received at... i french femondocam. Zendeask.com

i
am
g
-
L]
L D O O

Meet | any of the following conditions:

-= Click to select condition -- H

1Y

Perform these actions:
Set requester’s language to H Frangais = a
-+

In this example, MondoCam uses the aide@mondocam.fr email address for its French language
users. This email addressis forwarded to french@mondocam.zendesk.com, which is the email
address used in this trigger.

When a user's language is set viathe Set requester'slanguage to action, that event is added to the
ticket's events and notifications.
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Providing multiple language support with dynamic
content

In the Plust and Enterprise versions of Zendesk, you can create dynamic content that can then be
referenced via a placeholder in automations, macros, triggers and by many of the system generated
messages such as those sent in email notifications when a user creates an account.

As an example of how dynamic content is used, the text of a message that you currently add to a
macro can be replaced by a dynamic content placeholder.

Thistext:

If you forget your password, just click the login link in the upper right
cor ner

of the hel p desk and then select the "Help! | don't know what to enter
here!" i nk.

Thanks and have a great day!
The MondoCam Support Team

Is replaced with this placehol der:
{{dc. password_hel p}}

When the macro is applied to aticket, the content is inserted into the ticket. If you're already

using Zendesk placeholdersin your help desk, you're already familiar with how this works. The
difference between the Zendesk placeholders and dynamic content is that you define the content that
isdynamically inserted into your business rules and communications with your customers.

Dynamic content is a combination of a default version of the text (typically in the same language

as your help desk's default language) and variants for every other language that you support. In the
example above, the default variant isin English. If your help desk al so supports French and German,
for example, you create variants for each of those languages. Then, based on the end-user's language,
the appropriate variant is automatically used when the dynamic content is referenced and displayed
to the end-user.

If the end-user's language is not one of your supported languages, the default variant is used.

Dynamic content provides you with away to streamline support for multiple languages. Y ou
reference one placeholder and the appropriate language is displayed based on the end-user's
language preference. How an end-user's language is detected is described in How a user's language
is set and detected.

Of course when you support multiple languages, you must translate your content into the languages
you support in your help desk. There are a number of ways to manage the translation of your default
content. Y ou create and edit all your language variants directly in the help desk or you can export al
your dynamic content and send it off to atranslation agency. Y ou then import the dynamic content
back into your help desk and all language variants are added.

If you later update the default content, the variants are flagged as being potentially out of date with
the default content. Meaning that if you update the default content you probably need to also update
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the trandations in the variants. When an update is required, you simply repeat the export and import
process to update the content. See Managing the trandation of your dynamic content.

Y ou can also manually set variants to be inactive so that they are not used. Y ou might do thisif your
variant isn't ready to be made public (for example, if the trandlation isincomplete or incorrect).

Finally, how you use your dynamic content in automations, macros, and triggersis tracked so that
you have an easy way to monitor their use.

Creating dynamic content

When you create a dynamic content item, you select the default language and enter the text of the
dynamic content. Y ou then create variants for each of your supported languages.

Default language J Select...
Danish ) ) )
uage of this dynamic content item.
Finnish
Francais
Content German
Japanese
Spanish

Thelist of languages you can choose from is based on your default help desk language and the
additional languages you've chosen to support in Settings > Account > L ocalization. You can add
language variants for al of the languages that are supported in Zendesk.

To create a dynamic content item

1. Select Manage > Dynamic Content > Add Item.
2. Enter atitle for the dynamic content.

3. Select the default language.

4. Enter the text of the dynamic content.

* You can use Zendesk placeholdersin your dynamic content. For example, you
can add placeholders for ticket and user properties. See Zendesk data object
(placeholders) reference. Y ou can also add other dynamic content placeholders.

5. Click Create.

When you create a dynamic content item, the detail page is displayed. Below the title of the
dynamic content, you'll see the placeholder that you'll use to refer to this dynamic content in your
automations, macros, triggers and in system messages.
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Dynamic content / Password help

Placeholder: ({de password_help))
Variants (1)

Language Content

English I you iongel your password, just oick the Iogin link in the upper nght car.

Referances (0)

Matros (Mone)
Triggers (None)

Automations [Mone

Note: Dynamic content placeholders always begin with the 'dc’ prefix.

add variani

Active wdit

Once you use the placeholder, you'll see where its been used in the Refer ences section.

Y ou can edit the dynamic content title by selecting Edit.

Note: Changing thetitle after you've created the dynamic content does not also change the
placeholder name; it remains the same regardless of the subsequent changes you may make to the

title.

Thetext of your default content, shown above in the Variants section, can be edited by clicking the

Edit button in the table row.

After you create your language variants, they arelisted in the Variants section of the page.

Creating variants

Variants are different language versions of the default variant.

Tocreateavariant

1. Select Add Variant.

2.

3.

Select the variant language. The list of languages you can choose from is based on the
languages you've chosen to support in Settings > Account > L ocalization.

Set the variant to Active or | nactive.

Active means that the variant will be used as the text for all users of that language. When
you set avariant to Inactive, you're disabling its use and users of the inactive language will
instead see the default content variant. In other words, if the default content isin English and
you make the German variant inactive, German users see English content. Typically, you set
avariant to inactive if the variant's content is not ready to be made public (i.e., the trandlation
is not complete).

Y ou can also optionally set the variant to be the default variant, which overrides the current
default variant.

Setting a language variant as the default variant is useful when you want to create dynamic
content specifically for agroup that supports alanguage other than your default help desk
language. For example, a Japanese language support group can set default variants as
Japanese. When you change the default from one variant to another, the status of the other
variants changes to Out of date.
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5. Enter the text of the variant language.

Depending on how you're managing the translation of the content, you can instead first create
al your dynamic content in your default help desk language and then export the content and
send it to atrandation agency. An export file is created for each of the languages that your
help desk supports. Y ou then import the files back into your help desk and all of the language
variants are added to the dynamic content. For information about managing the translation
workflow, see Managing the translation of your dynamic content.

6. Click Create.

Here's an example of the password help dynamic content variant in German (translation courtesy of
Google Trandate).

Password help / Deutsch

Status
live
Default ! Make this the defaull varian for this dynamic content
Content ‘Wann Sie Ihr Passwort vengessen haben. klicken Sie sinfach aul den Login-Link in der mchian cheran

Ecke das Help Desk und wlhlen Sie dann die Hufe! kch weill nichl, was Sie hier eingeben’ link. Sie
wlidEn Suljeforder, hrs E-Mail-Advease (a5 muds glesche Adresss dis S bel der Anmeldursg wanden)
eingaben whd Sie emalien aine E-Mail mil sinem Link ein neses Passwar srsigllen, enthah 2u emalisn,

When you add variants, they are listed as shown here:
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Dynamic content / Password help st

Flaceholder: ({dc.password_helpl)

Variants (3)

add variant

Language Content Status

English (Default) i you forget your password, just click the kagin link in e upper ight cor Artive it
Francais 5i wous oubliez volne mol dé padse. clique: simplemant sur b lien dé connex Active isberd wddit
Deutsch Wenn Sie Ihf Passwod vergessen haben, klicken Sie sinfach sul den Login-Lin Ariive i welit

References (1)
Macros |1

I ——
Triggers (Mone)

Automations (Mo

In thelist of variants, you'll see that the default content is flagged as the default. Y ou can edit each
variant by clicking Edit. You can also delete al the variants that are not the default. To delete the
default variant you need to either set a different variant as the default or delete the entire dynamic
content item. See Deleting dynamic content.

The status column in the list showsiif the variant is active or inactive; the selections you made when
creating or updating the variant. Status also conveys the state of variants relative to the default
variant. When the default variant is updated and the other variants are not, the other variants are
considered to be out of date with the default variant. In other words, it is assumed that if the default
variant's text was updated then the other variants text should also be updated. To give you an
indication that the text in the variants may be out of sync with the default variant, they are flagged as
being out of date. Therefore, you may see the following statuses for your variants:

« Active
e Inactive
e Active (Out of date)

As described below (Filtering the dynamic content list by status), you can quickly view the dynamic
content items that contain variants that are out of date.

Managing dynamic content

Y ou can view all of your dynamic content by selecting M anage > Dynamic Content. To add
variants to a dynamic content item, or to edit an item, click the item'sttitle.
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Dynamic content

All % | - Category - L] 3 add item
Title Last Update Status

Autamation:: Customer Satisfaction Rating - Content aboul 1 hour age Current delata
Autamation::Customer Satisfacton Rating - Subject 3 days ago Current delate
Macro:Battery dead 3 days ago Current delete
Macro:Close and redirect to topics 3 days ago Current elete
Macro:Customer not responding 3 days ago Current delete
Macro::Double billing 3 days ago Current lelate
Macro:Downgrade and inform 3 days ago Curent  delete
Macro:DSLRS as Movie cameras 3 days ago Current

Thelist of dynamic content items contains the title, the date of the last update, and the status.
The status can be either of the following:

e Current, which meansthat the default content and al the variants are up-to-date.

« Qut of date, which means that one or more of the variants are out of sync with the default
content. In other words, the default content was updated and one or more of the variants were
not. This status gives you a quick way to locate content that may need a trandation update.

Filtering the dynamic content list by status

You can filter thelist by status. By clicking the drop-down list located at the top left of the dynamic
content table, you can filter the list using the following options:

Dynamic content

¥ All Category ¢ ) add item
Out of date [~
Title Last Update Status
Automation::Customer Satisfaction Rating - Content about 1 hour ago Current delete
Automation::Customer Satisfaction Rating - Subject 3 days ago Current delete

Filtering by the out of date status allows you to quickly see the dynamic content that needs to be
updated.

Organizing and viewing dynamic content by category

Y ou can also organize your dynamic content into categories. This is done in the same way that you
can organize your macros: just add the category name and double colons to the beginning of the
dynamic content title. Y ou can then filter the list by category.
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Dynamic content

All + - Category - add item

Automation (2)

- Macrg (14)
Tithe Last Update Status
System (&) pda
Automation::G{____ Trigger 18) ig - Content about 1 hour ago Curent  delate
Automation::Customer Satisfaction Rating - Subject 3 days ago Current

Deleting dynamic content

Y ou can delete dynamic content only if it is not being referenced by your automations, macros,
or triggers. How your dynamic content is being used is shown in the Refer ences section of each
dynamic content item.

References (1)
Macros (1)
Password help
Triggers (Mone)

Automations (Mone)

By clicking the link to the reference you can edit the business rule and remove the dynamic content
placeholder. Once all the references have been removed, you can delete the dynamic content item.

Note: References are only tracked for automations, macros, and triggers. If you used a dynamic
content placeholder in a system generated message such asthose in Settings > End-user s, you'll
need to track their use manually. If you do delete a dynamic content item without first removing the
placeholder from the system message, the content continues to be displayed to users (it is not deleted
from your help desk).

To delete a dynamic content item

1. Select Manage > Dynamic Content and locate the item you want to delete.

2. Click Delete.

3. You'l be prompted to confirm that you want to delete the item. Click OK. If there are no
references to the dynamic content, the item is deleted. If there are references, theitem is not
deleted. Y ou can then remove the references and delete the item.

Deleting variants

Any of the non-default variants in a dynamic content item can be deleted at any time. References to
the dynamic content placeholder do not affect the variants. To delete the default variant, you need to
make another variant the default or delete the entire dynamic content item.

To delete a dynamic content variant

1. Select Manage > Dynamic Content and locate the item that contains the variant you want to
delete.
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2. Locate the variant and click Delete.
3. You'll be prompted to confirm that you want to delete the item. Click OK.

Searching your dynamic content

The content in your dynamic content variants can be searched. The dynamic content search tool is
located on the M anage > Dynamic Content page.

Dynamic content add item

perdu votre mot de passe ﬁ

Y ou can search for any text string in any of the languages you've used in your dynamic content
variants.

Managing the translation of your dynamic content

Y ou can manage the trand ation of your dynamic content in the following ways:

* You can add tranglated content when you create the variants in the help desk. Y ou can then
manage updates to the trandated content by editing the variants.

* You can create all the default help desk language versions of the dynamic content and then
export them as CSV (comma separated values) files and send them out for transglation. When
the tranglations are complete you import the CSV files back into your help desk and all the
language variants are added.

* You can do acombination of both these approaches; trandating and editing some variantsin-
house and using the export/import process to create and update the language variants viaa
third-party translation agency.

For information about exporting and importing your dynamic content, see Exporting and importing
dynamic content.

Using your dynamic content

The dynamic part of dynamic content is that the correct version of the content is automatically
shown to the end-user based on their language. As with the Zendesk placehol ders (see Zendesk data
object (placeholders) reference), to use your dynamic content you simply reference the placehol der.

Using the 'Password Help' dynamic content as an example, you can use the dynamic content by
adding the placeholder into a comment in a macro.

Every dynamic content item has a corresponding placeholder (it's shown below the title of the
dynamic content).

Dynamic content / Password help

Placeholder: {{dc.password _help}}

In this example, it's {{ dc.password _help}}.
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Macro title

Password help

Perform these actlons:

Status : Solved

L

Comment/description

L

Text:

{{dc.password_help}}

When the macro is applied to the ticket, the appropriate language variant text isinserted into the
comment. If the end-user's language is not one of your supported languages, the default variant is
used.

Dynamic content placeholders can be used in your automations, macros, and triggers.

Y ou can also use your dynamic content for common system messages such as those used in the sign
up process. For example, the text contained in the messagesin Settings > End-user s can be replaced
with dynamic content placeholders.

User welcome email {{dc.user_welcome_email}}

Message emailed to users upon sign-up.

Y ou can use dynamic content placeholdersin the following:
e Sign up messages (Settings > End-users)

e User registration message
e User welcome email
e Email verification email
e Agent signature (Settings > Agents)
» Forumstab namein the Web portal (Settings > Channels>Web portal).

» Home page welcome message and its title (Y ou edit the message directly on the help desk
home page).

How an end-user's language is set and detected and then used when displaying dynamic content is
explained in Setting and detecting a user's language. Y ou can also find several examples of how to
build aworkflow based on language in Using a requester's language in your business rules.
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Exporting and importing dynamic content

To streamline the trandation of your dynamic content, you can easily export the content as CSV
(comma separated values) files that you can send off to atranslation agency and then import the
tranglated files back into your help desk. Y ou can do this when first creating the dynamic content
and any time you need to update the content thereafter.

An excellent way to manage your dynamic content trandation isto first create all the dynamic
content in your help desk default language and then export the files. The export creates separate files
for each of the languages you support in your help desk. Y our tranglation agency can add all the
tranglated content into the files and when you import the files back into your help desk the language
variants will be created automatically for you. In other words, there's no need to manually create
language variantsin the help desk if you're sending the export files out for trandation.

For information about creating and managing dynamic content, see Using dynamic content to
provide multiple language support.

Exporting dynamic content for translation

Y ou can quickly export al of your dynamic content into CSV files that you can send out for
tranglation and then import back into your help desk when the tranglations are compl ete.

The export process creates separate CSV files for every language that you support in your help desk
(defined in Settings > Account > L ocalization). For example, if your default help desk languageis
English and you also support French and German, the export generates the following three files:

* en-US.csv

* fr.cov

* de.csv
The CSV filesare contained in azip file.

To export your dynamic content
1. Select Manage > Dynamic Content.
2. IntheImport & Export wizard (right side of the page), select Export your dynamic
content.
3. Click Export. When the export is complete, you'll receive an email containing alink from
which you can download the zip file.

Note: You can export your dynamic content once in a 15 minute period. Additional requests
to export the content within that period return results for the first request you made. After 15
minutes, the export will reflect any changes you made to the content since the first export
request.
Each file contains al of your dynamic content in the default language in which you created them (in
this example, English). Here's an example of the French CSV (fr.csv) file.

"Title","Default | anguage","Default text","fr text","Variant status"”
"Agent signature","English","The MondoCam Support Team,"",""
"W\l cone nessage", "English", "Wl conme to MondoCam Cust oner Service!","",""

Thefirst row of the CSV fileis the header row, which contains the names of the data contained in
thefile: title, the default language, the default text of the dynamic content, the variant's language,
and the status.
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The CSV file can be opened in atext editor, a spreadsheet application such as Microsoft Excel or
OpenOffice.org Calc, or imported into some other trandlation system so that the French trangations
can be added. The tranglators add the text in the 'fr text' column and then send the CSV file back so
that you can import it into your help desk.

Note: The CSV files are exported in the UTF-8 format and you must import the files back into your
help desk in the same format. Note that Microsoft Excel for Mac does not support the UTF-8 format.

"Title","Default |anguage","Default text","fr text","Variant status"

"Agent signature","English","The MondoCam Support Teani, "Toute |'équi pe du
Support MondoCani', ""

"Wl cone nessage", "English", "Wl come to MondoCam Cust oner
Service!","Bi envenue au support de MndoCani',6""

The identifier for each dynamic content item isitstitle. When you import the file, the titleis
matched to the existing dynamic content item and the trand ations are added as language variants.

Importing the translated CSV files
After your CSV files have been trandated, you can import them back into your help desk.

Toimport dynamic content

1. Select Manage > Dynamic Content.
2. IntheImport & Export wizard (right side of the page), select Import content.
3. You can either choose the CSV file you want to import or paste the CSV datain directly.

e Toimport aCSV file, select Choose File.
» Topasteinthe CSV data, select Let me paste in data instead.
4. Click Import. You'll receive an email when the import is complete.

If your CSV fileis properly formatted and isin the UTF-8 format, your import will be successful. If
the import fails, you'll receive an email describing the errors that occurred.

Whileimporting aCSV fileis a straightforward process, there are some details about importing this
content that you'll want to be aware of.

« Eventhough the CSV file contains the status, you cannot set the status viathe import. If you
manually change the status in the import CSV file, your changes will be ignored.

* If you import content for a variant that does not exist (but the language is supported in your
help desk), the variant will automatically be added and its status set to Active.

* Theonly datathat isrequired (in fact, the only data that isimported from the CSV file) isthe
title and the language text. Therefore, you can import variant translations using a CSV filein
this format:

"Title","fr text"

"Agent signature","Toute |'équipe du Support MndoCant
"\l cone nessage”, " Bi envenue au support de MondoCant

» |If thelanguagetext in avariant is blank or isjust spaces (in other words, no valid text) then
the variant content is not added. However, all other valid entriesin the file will be added.

« If an error occurs during the import, the import will fail and you'll receive an email message
with the error details.
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Advanced ticket sharing with Zendesk Enterprise

In the standard version of ticket sharing, sharing agreements can be created between help desks and
agents can manually share tickets to another help desk. In the Enterprise version of Zendesk, you can
create business rules that automatically share tickets with another help desk. Thisis key to enabling
multi-brand management (see Setting up to manage multiple brand help desks). However, itsuseis
not restricted to multi-brand management. It's equally useful in simply sharing tickets with another
help desk.

In addition to the ticket sharing conditions that are available in standard ticket sharing (Ticket
channel is Ticket sharing and Ticket update via Ticket sharing), the Enterprise version includes
an action called Share ticket with. Once you've established ticket sharing agreements with other
help desks, you can select the name of help desk to automatically share tickets with.

Trigger title

Share tickets to Kongen Image Sensors

Meet | all | of the following conditions:

Ticket is... ] Created & a
Tags -l Contains at least one of the following | & image_sensor a
Ly

Meet any | of the following conditions:
Click to select condition H d
T

Perform these actions:

Share ticket with L} Kongen Image Sensors @ Tendesk 3 d
Add tags ] shared_kongen d
gl

Delete Update trigger
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Y ou can of course use any number of conditions as the criteria for sharing tickets with a specific
help desk. In the example above, thei mage_sensor tag was added via a custom field in the support
request form that prompted the end-user to select their problem type.

The actions share the tickets to the specified help desk and also add atag that will be used in other
business rulesto track the shared tickets. For example, you can create views and reports that track
shared tickets, asin this example:

View title

Tickets shared to Kongen Image Sensors

Meet  all of the following conditions:

& &

Status H Less than = Closed 2

Tags H Contains at least one of the following = shared_kongen ﬁ

This demonstrates the importance of also adding atag that identifies the other help desk when
sharing tickets. This of course can be done manually viaamacro or in atrigger, asin the example
above.
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Custom agent roles

In the Enterprise version of Zendesk, you can define your own agent roles and assign those rolesto
any agent in your help desk. This allows you to define agent roles that suit your own organizational
structure and workflow.

When creating custom agent roles, you choose from an extensive list of permissions that define what
agents can do in the help desk.

Zendesk also offers a number of predefined agent roles that reflect typical enterprise support roles.
Y ou can use these agent roles asis or clone them and create variations to suit your needs. Or, you
can create your own agent roles.

Legacy Agent Thisistransitory role that includes all agents who have yet to be assigned to arole.
For all these agents, we are maintaining the permissions they previously had on
the plan you upgraded from. Also, you cannot assign agents to thistransitory role.
Lastly, thisrole will disappear after all its members have been assigned to other
roles.

Light Agent  Zendesk Enterprise provides you with unlimited internal usage in the form of light
agents. Light agents can be CC'd on and view tickets, add private comments to
tickets within their groups, and view reports. They cannot be assigned to or edit
tickets. Y ou can add an unlimited number of light agents at no charge.

Staff A Staff agent's primary role is to solve tickets. They can edit tickets within their
groups, view reports, and add or edit persona views and macros.

Team Leader Team leaders have greater access to the help desk than staff agents. They can read
and edit al tickets, moderate forums, and create and edit end-users, groups, and
organizations.

Advisor Advisors manage the workflow and configure the help desk. They create or manage
shared automations, macras, triggers, and views. They also set up the service level
agreements, channels, and extensions. Advisors don't solve tickets, they can only
make private comments.

Administrator Administrators have control over everything within your help desk, except for
changing billing information or payment plans (that can only be done by the
account owner).

Creating agent roles

Y ou can create your own agent roles or base anew role on one of the predefined agent roles. You
can either edit or clone the Staff, Team Leader, and Advisor roles.

To create a new agent role from a predefined role
1. Select Manage > People > Roles.

All of the agent roles (predefined and custom roles, if any) are displayed.
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Roles (6)

ﬁ;}c} Advisar (0} . mnf edit
[% Light Agent o)

[% $taff (o) . adit
[% Team Leader (0) . edit
&

Legacy Agent (1)
[% Administrator 2)

2. Locatetherole you want to edit or clone. Select Edit or Clone (this command appears when
you move your mouse over therolein the list of roles).

3. Define and create the agent role as described below in Agent permissions.

4. When you've finished defining the new role, click Create Role.

Toadd a new custom agent role

1. Select Manage > People > Add Role.

2. Enter arole name and description and then select the permissions for the role (described
below).

3. Click Create Role.

Agent permissions

Y ou create agent roles by choosing the permissions described in the following table.

Tickets Y ou can define an agent's access to tickets, the types of comments they can make,
and their editing permissions.

An agent may access tickets in one of the following ways:

» Assigned to this agent only
* Requested by usersin this agent's organization
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» All within this agent's group(s)
o All

Agents can add ticket commentsin one of the following ways:

» Private only
* Public and private

In addition, you can grant agents permission to do any of the following:

» Can edit ticket properties
* Can deletetickets

» Can mergetickets

e Can edit ticket tags

Note: Inthe Enterprise version, the ability to delete tickets has been moved from
Settings > Agents and is now an agent-level permission.

Tools The Tools section includes access and editing permissions for views, reports, and
macros. One option can be selected for each.

Reports:

» Cannot view
e Canview only
e Canview, add and edit

Views:
» Seeviewsonly
» Add and edit personal views

e Add and edit personal and group views
* Add and edit personal, group and global views

Macros:

e Cannot add or edit

e Can add and edit persona macros

» Add and edit personal and group macros

» Add and edit personal, group and global macros

People There's one permission for viewing and editing end-user profiles. One of the
following options can be selected:

* View only

» Add and edit within their organization
¢ Addand edit al

» Add, edit and change password for all

End-user editing rights enables the agent to verify and assume end-users. Only
admins can change a user'srole.



Zendesk User's Guide | Zendesk Enterprise | 283

Forums Viewing and editing of forums can be set to one of the following:

» Add topicsin unrestricted forums only
e Add and edit topicsin all forums (moderator)
» Add, edit and reorder all forums content

All forums content includes comments, topics, forums, and categories.

Selecting Can access or ganization-restricted forums allows the agent to access
and edit forums restricted to an organization.

Channels Depending on the channels that have been enabled for your account, agents may
also be allowed to do any of the following:

e Can answer chat requests
» Can access Twitter functionality
e Can answer phone calls

System The following two options allow the agent to create and edit triggers, automations,

and SLA targets and to manage channels and extensions.

» Can manage business rules
» Can manage channels and extensions

Channels are modes of communication such as chat, email, and twitter. Extensions
includes integrations and widgets.

Assigning Enterprise agent roles

Y ou can assign arole to an agent by editing their profile or you can select more than one agent and
assign them all at once. The agent roles are displayed in a drop down list in the user profile.

Basic Info Identities Role & Groups

Role Roles can be used to set pre-defined constrainis on users,
Only agents who are admins can create and customize agent
roles. Laarn mora

() End-user *) Agent

Role | Advisor H

As a Zendesk specialist, an advisor can manage all
macros, views, business rules
(trggers/automations/SLA), channels, and
extensions. Howewver, an advisor can only make
private comments on a ticket
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By selecting M anage > People you have the option of assigning roles to more than one user at a

time.
Latest change role
A KellyH edt | &

Simply click Change Role and you can select the role that you want applied to the users you've
chosen.

Change Role

1 user will be affected by this change.

Submit
Light Agent
Staff
Team Leader
Administrator

Thelist of roles will of course include any custom roles that you create.
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Archiving email notifications

Many businesses maintain archives of their customer communications as a standard practice or for
legal purposes. In the Enterprise version of Zendesk, you can enable automatic email archiving,
which will send a copy of every outbound email notification to a BCC address. The BCC addressis
to an external email account so that the archive is maintained outside of the help desk. This can be
set up by an admin.

To set up email archiving

1. Select Settings> Tickets.
2. Inthe section Email Archiving, enter an external email address.
3. Click Save Tab.

All ticket email communication will now also be sent to the BCC address for archiving.
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Restricting access to your help desk

In the Enterprise version of Zendesk, access to your help desk can be restricted to specific IP
addresses. This means that users from these | P addresses are the only users allowed to log in to the
help desk. Thisincludes al help desk users.

Y ou also have the option of restricting access to just the agent login (agents must log in from the
approved | P addresses), while alowing the end-user Web Portal to remain unrestricted.

With IP restrictions enabled, you can still allow your agentsto log in to your help desk viathe
Zendesk mabile applications for Android smart phones, the Apple iPhone, and the iPad. Enabling
mobile access via the Zendesk mobile applications allows agents to bypass the | P restrictions so
there is some security risk involved.

An|Prangeisintheformat n.n.n.n, where nisanumber or an asterisk (*) wild card. Separate
multiple | P ranges with a space.

Toset IPrestrictions

1. Select Settings > Security > | P Restriction.

2. Select Enable.

3. Enter the |P addresses that are allowed access to your help desk.

4. Optionaly, restrict access only to the agent login, not the end-user Web portal, by selecting
Restrict only the agent portal.

5. Optionally, alow agents to access your help desk from the Zendesk mobile apps by selecting
Enable mobile access.

6. Click Save Tab.

Note: Enabling IP based access restrictions can break third party integrations. Be sure to include al
external | Ps that need access to your account viathe Zendesk API.
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Setting up to manage multiple brand help desks

In the Enterprise version of Zendesk, you can manage support for multiple brands by linking
separate branded help desksto acentral help desk. Support requests are received by the branded help
desks and are automatically shared to the central help desk, which contains the support agents who
resolve the requests. One team of agents supports all of your brands.

To ensure a seamless, branded experience for your end-users, all outbound communication is routed
back through the branded help desks and end-users are never aware that their requests have been
handled by the central help desk.

Linking between the branded help desks and the central help desk is made possible using ticket
sharing. Sharing agreements are established between the branded help desks (the senders) and the
central help desk (the receiver) and support requests become tickets that are resolved by the central

help desk, as shown here:

Support requests

\

MondoStore
(one agent)
Sender
Sender
MondoPro
(one agent)

v

Support requests

Support requests

/

MiniCam
(one agent)
Sender
Receiver
MondoCam
{all agents)
Sender
MondoLenses
(one agent)

Support requests

Each of the branded help desks require at least one agent with admin permissions (this can also be
the account owner) who can set up the sharing workflow with the central help desk and customize

the look of the branded help desks.
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Once set up, the ticket workflow is managed automatically because the ticket statusis synced
between the branded and central help desks (ticket sharing creates a synced copy of theticket in

the central help desk). When the ticket statusis set to solved by agentsin the central help desk, itis
updated in the branded help desk as well. Tickets are then closed within the branded help desk using
an automation (for example, using the default Zendesk automation called Close ticket 4 days after
statusis set to solved).

All ticket activity is managed in the central help desk. However, all user and forum management is
done in the branded help desks. For more information, see How the user experience and wor kflow
are affected below.

Y ou can add as many branded help desks as you need.
Linking branded help desksto the central help desk is done in a series of easy steps, asfollows:

1. Step 1: Contact Zendesk to set up help desk accounts

Sep 2: Set up the ticket sharing agreements

Sep 3: Create theticket sharing triggers for each branded help desk
Sep 4. Disable business rules in the branded help desk that notify agents
Sep 5: Create business rules for tracking and managing shared tickets

a LD

Step 1. Contact Zendesk to set up help desk accounts

To begin, determine how many branded help desks you heed and then contact a Zendesk
representative to help you create those accounts. Y ou need to select one of the accounts as the
central help desk.

If you aready have a help desk and have added your agentsto it and you want to expand it to
include branded help desks, you can of course use your existing help desk as the central help desk.
You'll also need to sign up for or upgrade to the Enterprise version of Zendesk.

To set up your help desk accounts and enable the Enterprise version

* New customersor Non-Enterprise customers: Contact our salesteam if you're interested in
upgrading to the Enterprise plan. They will help you through the buying and account setup process.
Y ou can contact them viathis form: http://mww.zendesk.com/company/contact. Explain that you're
interested in Enterprise and they will handle the rest.

« Existing Enterprise customers: If you'd like some help getting started, or have any questions that are
not answered in this document, send email to support@zendesk.com. Our support team will provide all
the help you need.

Step 2: Set up the ticket sharing agreements

After you've set up your accounts, you create ticket sharing agreements. The agreements share
tickets from the branded help desks to the central help desk.

To create sharing agreements

1. Loginto each of your branded help desks, one at atime, as an admin.
2. Select Settings > Tickets > Ticket Sharing to create the sharing agreement. (Thisis
documented in more detail in Setting up a ticket sharing agreement).


http://www.zendesk.com/company/contact
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New Sharing Invite

Receiver subdomain Asandoean zendesk.com

Be careful o spell the subdomain comacty. T yvou donT know

whal the recaivers subdomain ks, getin louch with therm i ind

a

Commant and status Make public & private comments, sync status =

permissions Allow partner to make public comments & change the status, or
only privale comments but da not allow the syncing of the status

Learn more

Tag synchronisation Yes, share tags between me and the receiver

arng ags can maan some cusiom fiekds are also synced

Cancel Send invite

Note: We recommend allowing both public and private comments and the syncing of ticket

tags.
3. Login to the central help desk and accept the agreements (Select Tickets> Ticket Sharing).
All of the sharing agreement requests can be reviewed and accepted.

Step 3: Create the ticket sharing triggers for each branded
help desk

Y ou how need to set up the workflow that automatically sharesto the central help desk al tickets
received by the branded help desks. To do this, you create atrigger for each branded help desk.

To createtheticket sharing trigger

1. Loginto each of your branded help desks, one at atime, as an admin.

Select Manage > Triggers and mail notifications.

Select Add Trigger.

Enter atitle for the trigger (for example: Share tickets with central help desk).

Add the following condition:

a LD

e Ticket isCreated
6. Add the following two actions:

» Shareticket with [your central help desk name].
e Add tags[enter atag that identifies the branded help desk]

Note: By adding atag that identifies the branded help desk, you can route tickets
as needed in the central help desk and also use it to keep track of where tickets
originated.

7. Savethetrigger by clicking Create.

Y our trigger should look something like this:
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Trigger title

Share tickets with MondoCam

Meet all  of the following conditions:

Ticket is... H Created = ﬁ

Meet any of the following conditions:

== Click to select condition == H ﬂ

Perform these actions:

Share ticket with H MondeCam @ Zendesk H ﬁ

Add tags H minicam d

Step 4: Disable business rules in the branded help desk that
notify agents

Y ou also need to deactivate any business rules (automations or triggers) in the branded held desk
that notify agents when aticket is created or updated. For example, if you're using the Zendesk
default triggers, you need to deactivate al of these:

* Notify assignee of comment update
* Notify assignee of assignment

* Notify assignee of reopened ticket

* Notify group of assignment

« Notify all agents of received request

Y ou need to do this so that the branded help desk agents do not receive notifications. Only the agents
in the central help desk should receive notifications; therefore, all ticket activity notifications will
come from the central help desk.

Even though you may not explicitly assign an agent to aticket in the branded help desk, oneis
automatically assigned because it's arequired ticket field. Onceit's received in the central help desk,
an agent is assighed based on the business rulesin that help desk.

To deactivate a trigger

1. Select Manage > Triggers and mail notifications.
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2. Locatethetrigger you want to deactivate and select Deactivate. This command appears when
you move your mouse over the trigger in the list of triggers. The trigger is deactivated and
displayed in the list of inactive triggers.

Step 5: Create business rules for tracking and managing
shared tickets

This step isoptional, but you'll probably want to create business rules in the central help desk to
control the workflow and track tickets received from the branded help desks.

Asdescribed in Referring to shared ticketsin business rules, you can create business rules that
include tickets that you've received viaticket sharing. The following conditions are available for that
purpose: Ticket channel is Ticket sharing and Ticket update via Ticket sharing.

With these ticket sharing conditions, you can create views in the central help desk to, for example,
track al of the tickets that have been received from the branded help desks. To track the specific
help desk where the shared tickets originated, you can use tagsto identify each branded help desk.

View title

Tickets shared from MiniCam

Meet all of the following conditions:

Ticket channel e Is E Ticket sharing : d
Status H Less than H Closed = ﬁ
Tags B Contains at least one of the following = minicam ﬁ

Y ou can create aview, or report, like this for each of the branded help desks.

Note: Don't forget that you need to have included the branded help desk tagsin the sharing triggers
you created (described above in Creating the ticket sharing trigger for each branded help desk).

Y ou can also use the branded help desk tags to route tickets through your workflow. For example,
if a specific support group should be assigned to tickets from a specific branded help desk, you can
create atrigger in the central help desk to automatically assign those tickets to that group. Here's an
example of what that might look like:
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Trigger title
Assign MondoPro to Level 2

Meet  all of the following conditions:

Ticket channel 4 Is 4 Ticket sharing H d
Tags H Contains at least one of the following | mondopro ﬁ
L]
Meet  any |of the following conditions:
-= Click to select condition —- B d
Ll
Perform these actions:
Group 5 Lewvel 2 = ﬁ

How the user experience and workflow are affected

Because of the multiple accounts involved in managing branded help desks, some help desk features
function differently than they do in a stand-alone help desk.

» All user management is done in the branded help desks since your users are added to those
accounts. No user datais synced to the central help desk. The central help desk is aware of
the users as ticket requesters but they are not added to the central help desk's user database.
Adding and editing your user base is done separately in each branded help desk account.

« Forums and knowledge bases are created and managed in the separate branded help desks.
Since you're supporting multiple brands you probably have content and user issues that are
unigue to each. Forum moderation is also done separately for each branded help desk.

» Chat works alittle differently when managing multiple brands and requires that chats
originate from the central help desk. For more information, see Using Chat when managing
multiple brand help desks.

» Customer satisfaction ratings in branded help desks are not quite as detailed asin asingle
account implementation. In the branded help desks, you can track the overall satisfaction
rating. For more information, see Tracking customer satisfaction ratings when managing
multiple brand help desks.


https://support.zendesk.com/entries/20308212-using-chat-when-managing-multiple-brand-help-desks
https://support.zendesk.com/entries/20308212-using-chat-when-managing-multiple-brand-help-desks
https://support.zendesk.com/entries/20308227-tracking-customer-satisfaction-ratings-when-managing-multiple-brand-help-desks
https://support.zendesk.com/entries/20308227-tracking-customer-satisfaction-ratings-when-managing-multiple-brand-help-desks
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Analyzing your business rules

In the Enterprise version of Zendesk, you can analyze how your business rules affect your help desk
workflow. For example, suppose that you'd like to understand how a particular group or agent is
being assigned tickets or you want to optimize how tags are used across the help desk so you'd like
to see how they're currently being used. Rather than manually inspecting each business rule to assess
their downstream effects on the workflow, Zendesk provides you with atool for inspecting what can
be a complex web of interactions.

Y ou might use business rules analysis for the following situations:

» To locate the business rules that assign tickets to a specific agent. This can be helpful when
an agent leaves for example.
« To find out why a specific agent or group is being assigned an unusual amount of tickets.

» To evaluate what business rules will be affected if you make changes to your custom fields.
» To update your business rules to reflect organizational changes you've made. Perhaps you've
restructured and added or removed groups and responsibility for specific areas of support

have changed.
« Totrack and make changesto how tags are being used throughout your help desk.

Business rules analysis begins by summarizing how the following help desk ticket properties are
used in businessrules:

» Group assignment
e Agent assignment
* Organization
* Channel
* Request received at email
» Macro reference
* Email user
» Email group
e Notify target
. Tag
Y ou access rules analysis from the business rules pages. For example, select Manage > Triggers

and mail notifications and then select Property analysisfor triggers, automations, views and
macr os.

Rule analysis

Group assignment (. "

1. Level Support (CUrrent groups Development Inside S5ales Americas Operanons

2. Level Suppart Sales Account changes Payment issue Finance Salesforce replies
Product Marketing Inside Sales EMEA nside Sales APAC Business Developmant

Agent assignment 2 »

[eurrent user) (blank Elliaot Robinson Matt Van Loan Paul Moseley Ross Chapman

Jani Barclay Claire Gunter Mike Warren Erica Grijalva Kare Hobbia (requester) Caitlin Henehan
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Only those ticket properties that are actively being used in business rules are displayed.

Y ou can view the detail for each property value and analyze how they are being used in triggers,
automations, macros, and views.

Rule analysis / Group assignment

All rules Triggers Automations Macros Views

Show active | 3

Notify assignee of comment update

Notify group of assignment

Notify requester of received request (support)
Route billing mails to group and send receipt

In this example, triggers that reference (as a condition) or set (as an action) the Level 1 support
group are displayed. Y ou can select to show active (which is the default) or inactive business rules.

From here you can review and edit the business rule by clicking Edit. Y ou can also clone or
deactivate the businessrule.
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How to customize the help desk using CSS

If you want your help desk to more closely match the look of your company's web site, you can
modify the default elements and styles using CSS (cascading style sheets) code. Thisiseasier to
doif you're already familiar with CSS, but it's possible if you're not. Zendesk allows you to modify
your help desk using CSS widgets, which can be added by an admin.

If you're not familiar with CSS, you may want to spend alittle time learning about it first. However,
if you have some knowledge of HTML, it shouldn't be difficult for you to understand the purpose
and use of CSS. At it'ssimplest, it'satool for applying style definitions to elements of an HTML
page. You useit to set background and text colors; add, remove, or style borders; set the sizes and
control placement of elements on a page, and so on.

A typical CSS statement refers to a page element and then sets properties that affect that element.

#f ooter {
wi dt h: 1000px;
backgr ound- col or: #333333;
}

The properties are contained within curly brackets and each property setting is terminated with a
semi-colon. The code above is formatted for easy readability but it could also have been written like
this:

#f oot er {wi dt h: 1000px; backgr ound- col or: #333333; }

When you're setting lots of properties, breaking code statements to multiple linesis much more
readable.

The properties that can be modified depend on the type of element. For example, there are properties
for positioning tables and other containers and properties for formatting text. Refer to the W3C CSS
Reference for acomplete list of CSS properties.

Y ou can use the customization examples contained in the CSS Cookbook as the basis for your design
and not worry too much about the underlying low-level detail. Y ou might just change colors of text
and backgrounds or shift an element to be aligned center rather than to the right. If you want to know
more about the page elements and how they've been styled with CSS, you can use browser toolsto
inspect the structure of aweb page. See Inspecting the help desk page elements below.

Note: Thereis no guarantee that page elements won't change in the future. However, these changes
are infrequent and you'll be notified before they're made so that you can update your code.

Adding a global CSS widget

To get started customizing your help desk, you need to add a Global CSS widget. Only admins can
add widgets to the help desk.

To add a CSSwidget

1. Select Settings > Extensions > Add widget.

2. Locate and click the Global CSS widget.

3. Enter aname for the widget.

4. Select one of the following availability options:


http://www.w3schools.com/cssref/default.asp
http://www.w3schools.com/cssref/default.asp
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« Anyone, including people who have not logged in
* People who have logged in

» People who have logged in and is an end-user

» People who have logged in and is an agent

* People who are not an agent

In most cases, you'll want to select Anyone so that all your users see the changes.
There are occasions when making changes just for end-users or agentsis helpful.
5. Enter CSS code for the elements of the help desk you want to customize.
6. Save your widget by clicking Submit.

When you create a CSS widget it is automatically activated and the updates you maketo it are
immediately applied to the help desk. Asyou're creating your CSS code you may want to use more
than one CSS widget and break the customization code into chunks so that you can test different
parts of your customization separately. When you've completed the customization you can always
pull al of the CSS code into one of the CSS widgets and then activate just that one.

Some customizations may also require JavaScript code, which istypically used to insert content into
the page. For example, if you wanted to add links to your company's web site into the footer, you'd
use a combination of JavaScript and CSS. Adding a JavaScript widget is similar to adding a CSS
widget. Just follow the steps above to add awidget and select Global JavaScript.

Inspecting the help desk page elements

The examples in the topics contained in the CSS Cookbook provide you with easily reusable code
that you modify to your own design. These examples also help you to identify by name the page
elements that you are modifying. For example, the header is contained in adiv called header . Once
you know how the page is structured, the names of its elements, and what each element contains,
you can apply your CSS skills to modify the default design.

Most modern web browsers provide tools for you to inspect the structure of aweb page. For
example, if you're using Mozilla Firefox thereis an add-on called Firebug that does just that. Some
browsers, like Google Chrome, have these tools built in.

Here's an example of using the Developer Tools in Chrome to inspect the page elements.

|
|divetop-menu-nackgrouna [957:26) )
PCOpIC add wser, group, or erganization MondoCAM Support
Center people
Search Assume
ot o Mmooty oo s B Eh
or browse end-users | agents | admins growps | organizations | 395 by
% Dements | = Respurces w Metwork g Scripts uhmvlu { Profiles o dits Console Q
- : L} e . - T 5 |

¥ Computed Style " ted
¥ Siyles -
alement.style {

1]

Fiep-aenu=-background,
Ftop formftopquery
background-color: El#BAACAT]

Ftep-senu-bachground, menu-
drep {
hiis e
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Asyou select elements of the code, the corresponding section of the user interface is highlighted.
In this example, the top menu background is selected. Y ou can also see that thistool displaysthe
underlying CSS so that you can see exactly how an element has been formatted. Taking these
CSS style definitions as a starting point, you can modify to look of the help desk to match your
company's branding.

Next steps

The CSS customization examples in the CSS Cookbook describe a number of typical customizations.
Add a CSS widget to your help desk and try out some of the code to get started.
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Setting the page width and removing the page border

By default, the Zendesk layout resizes with the browser window. Y ou can set a specific page width
if you'd like.
This example describes how to do the following CSS customizations:

» Set the page to a specific width
* Remove the white margin next to the header
» Set the footer width to match the page width

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before

f:; MondoCAM Support Center

People

After

".‘:: MondoCAM Support Center

FORUMS MANAGE SETTINGS

The background border has increased because the page size was reduced. The width of the
background border varies depending on the size of the browser window.

CSS code

The following code sets the width of the page, removes the white border next to the header, and then
adds a border to the content container.

/* Set the width of the page */
/* 1If you want to constrain it
* to a specific size. */
#page {

margi n: 0 auto;

wi dt h: 1000px;

max-w dt h: 1000px;

m n-w dth: 1000px;

position:rel ative;

right: 2px;
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/* These two settings renove the white border next to the header. */
paddi ng- | ef t : Opx;
paddi ng-ri ght: Opx;

/* Set the mnimumw dth of the frame */
frame {

m n-w dt h: 510px;

}

/* Add a border within the content container
* to conpensate for taking it away

* in #page. */

di v#cont ai ner {

paddi ng- 1 ef t: 10px;

paddi ng-ri ght: 10px;
}

Note: You should be careful when setting the page width because if you make it too small elements
of the page will overlap (sidebar over the content container, for example).

The page header is contained within the page element, but the footer is not. So, if you change the
page width, you also need to change the width of the footer to match.

/* Set the footer width to match the page width */
#f oot er {

margi n: 0 auto;

wi dt h: 1000px;

max-w dt h: 1000px;

m n-w dt h: 1000px;

}

For more information about customizing the footer, see Customizng the page footer.
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Replacing the header logo and title

Using the branding toolsin Zendesk (Settings > Account > Branding) you can easily change the
help desk title and replace the Zendesk 1ogo with your own logo. If you want more flexibility with
the size of your logo and branding, you can hide the Zendesk logo and the title of the help desk and
format the header areato suit your needs.

This example describes how to do the following:

» Hidethe Zendesk logo, the help desk title text, and the separator bar

* Increase the width of the header

e Insert alogo into the header

» Changethefont color of the linksin the upper right corner of the header

» Create anew div element to add alink to the logo
For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before

.,; MondoCAM Support Center

MANAGE SETTINGS

People

After

MONDOCAM SUPPORT CENTER

FORUMS SETTINGS

People

CSS code

The following code hides the Zendesk 1ogo and the help desk account title, increases the height of
the header, and also shows how to change the font color of the links in the upper right corner (useful
if you need it to contrast with the background color of your 10go).

Note: In the after example above, the logo was created with a transparent background.
The background color of the logo is set in the header (as shown below): backgr ound-
col or: #6699CC,; .
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Hide the Zendesk logo and help desk title text

/* Hide the Zendesk | ogo and help desk title text */
#t abl e_header {
di spl ay: none;

Increase the size of the header, add a logo, set the background
color

/* Increase the size of the header, add a | ogo, set background color */
#header {
hei ght: 100px;
background-image: url (http://LOCATI ON OF YOUR LOGO. coni your _| ogo. png) ;
background-repeat: no-repeat;
background-position: top left;
background-repeat: no-repeat;
background- col or: #6699CC; /* bl ue */
}

/* Setting the #top background col or renoves the
1 px white |line above the nmenu bar */
#top {
background: #6699CC, /* bl ue */
}

Set the text properties of the links in the upper-right corner of the
header

/* Set the text properties of links in top-right
* User nane, profile, help, |ogin/logout */
#top-right, #top-right a, #top-right p {
col or: #FFFFFF;, /* white */
font-size: 12px;
f ont - wei ght : nor nal
mar gi n: 25px 0 O;
t ext - shadow. 0 2px 3px rgba(0, 0, 0, 0.5); /* This may not work with al
browsers */

}

/* Change the hyperlink hover color of links in top-right */
#top-right a:hover {
col or: #FFA640; /* orange */

}

Adding alink to your logo

If you also want to add alink to the help desk home or your web site from the logo, you need to add
some additional CSS code and aso a simple JavaScript widget.

First add the JavaScript widget, which inserts adiv e ement into the page that will overlay the logo
and containsthe hr ef element to create the link.

Event . observe(w ndow, 'load', function() {
$$(' #header' )[0].insert(' <div id="header2"><a href="http://nondocam zendesk. conl
hone" ><span>&nbsp; </ span></a></div>'); });



Zendesk User's Guide | CSS Cookbook | 303

Here's the additional CSS code to add. It sets the size of the div called 'header 2' that was added to
the page with the JavaScript code. The height and width properties need to match the height and
width of your logo.

/* Set properties of new div for logo Iink */
/[* Inserted via JS Wdget */

/* Must match the H and Wof the |ogo i mage */
#header2 a {

di spl ay: bl ock;

hei ght: 100px;

wi dt h: 594px;

position: relative;

top: Opx;

left: Opx

#header2 a span {
visibility: hidden;
}
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Customizing the page footer

The footer is a separate el ement on the page called #f oot er so if you make changes to the page

layout (such asresizing the page) and want the footer to match, you'll need to set its properties as
well. And, as with all text elements you can a so change the alignment and formatting of the text.
Y ou may aso completely hide the footer.

This example describes how to do the following:

» Center the footer text

» Change the footer text color

e Changethe color of the hyperlink text and hover
» Add adrop shadow to the footer text

* Hidethefooter

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before

By default, the footer text is aligned right.

After

Support Ticket System

Thetext is aligned to the center and the background color and font properties have been changed.

CSS code

In this code example, the text is centered, the text color is modified, and a drop shadow is added.

/* Set the footer width */
#footer {

margin: 0 auto;

wi dt h: 1000px;

max-wi dt h: 1000px;

m n-w dth: 1000px;
}

/* Set the footer text color */
#footer, #footer p {

col or: #333333; /* dark gray */
}

/* Set the footer hyperlink to a different color */
#footer a {
col or: #FFFFFF;, /* white */

}
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[* Set the footer hyperlink hover to a different color */
#f oot er a: hover {
col or: #FFCC99; /* |ight orange */

}

/* Center the footer text and add a drop shadow */

#footer p {

text-align: center;

col or: #333333;

mar gi n: 25px 0 O;

t ext -shadow. 0 2px 3px rgba(0, 0, 0, 0.5); /* This may not work with all browsers
*/

}

In this example, the background color of the footer is transparent, which is the default, and picks up
its color from the page background. To set the page background color in CSS, you can use this code:

/* Set the background color of the site.

* This is equivalent to setting Settings > Account > Page Background */
htm , body {

background- col or: #6699CC; /* bl ue */

}

If you want to set the background color of the footer (separate from the page background) you can
add this CSS code:

#f ooter ({
background- col or: #FF8800; /* orange */

}

These are just afew examples of how you can format the footer. Y ou could aso, for example,
increase the height of footer and change the background to another color or and an image. Using
JavaScript you can aso insert more links into the footer.

Hiding the footer

To completely hide the footer, use this CSS code:

/* Hide the footer */
#f oot er {

visibility: hidden;
}
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Customizing the top menu bar

The top menu bar consists of the primary navigation for the help desk, a number of links for
accessing frequently used actions such as opening a chat window, checking your views, and creating
new tickets, and also the global help desk search. All of these elements can be customized with CSS.

The top menu bar consists of four primary elements:

»  The menu bar background

< The main navigation for agents (the Home, Forums, Manage, and Settings menus) and end-
users (Home, Forums, Submit a request, Check your existing requests)

* Thequick menu bar for agents (the Chat, Twitter, Recent, Views, and New menus)
e Thegloba help desk search

Compared to the other CSS examples in the Cookbook, the top menu bar is complex. If you want a
better understanding of how it's structured, see Anatomy of the menu bar before reviewing the CSS
code examples. If you're not interested in how it's built, you can follow the code examples below
(CSScode) and simply plug in your colors.

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS

Anatomy of the menu bar

The topmost container for the menu bar isadiv called #t op- nenu- backgr ound.

HOME FORUMS MANAGE SETTINGS -y -] RECENT WIEWS & mEW ]

The #t op- menu- backgr ound div contains the help desk search, which is called #t opquery.

Nested within #t op- menu- backgr ound isadiv caled #t op- menu that contains the two sets
of agent menus. On the |eft side of the menu bar, adiv caled #gr een contains the main agent
navigation.

HOME FORUMS MANAGE SETTINGS

The other set of menusis contained in adiv called #gr ay.

My | B | RECENT | viEWS | & NEW

The naming convention here corresponds to the default Zendesk color scheme.

All of these elements, with the exception of #gr ay, are interrelated in that to successfully customize
the top menu bar and the drop down menus you need to change various style settings to each of
them. The #gr ay div essentially sits on top of the menu bar and is therefore self-contained and is
customized separately. Customizing the #gr ay menu will be described in a separate article.
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Before
People
Forums Views
Macros 8
1 Reporting
Tags
Ticket fields

Overview | Recent
Business rules

Triggers & mail notifications

Automations

Frequently asked |

SLA service targets

Mapping a host na v
i ) Sandbox
Forwarding emails

Whatis the differer] Create sandbox

After

People
Forums Views
- Reporting
Tags
Ticket fields

Overview | Recent

Business rules

Triggers & mail notifications

Automations

Frequently asked 3|

SLA service targets
Mapping a host na 1
) . Sandbox
Forwarding emails

Whatis the diffieref] Create sandbox

CSS code

Menus consist of many parts and there are many different states for some of those parts (active,
inactive, hover, etc). Restyling menus can be very difficult. To make it smpler, you can ignore the
structural complexity and just replace the color settingsin the following CSS code with the colors of
your palette.
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[*** Code for formatting the top nenu background, borders, and nmenu tabs ***/

/* Set the background col or of the top nmenu bar */
#t op- menu- background, #top forn#topquery {
background-col or: #FF8800; /* orange */

}
/* Set the left border color of the tabs to the same color as the background */
ul #green. agent-tabs |i.main {
border-left: 2px solid #FF8800; /* orange */
}

/* This code controls the positioning of the nmenu tabs.
* No need to change anything here - just be sure to include it. */
ul #green. agent-tabs |i.tab_hone.first, ul#green. agent-tabs
l'i.tab_hone.first:hover, ul#green.agent-tabs |i.tab_foruns, ul#green.agent-tabs
li.tab_forums: hover {
border-left: O!inportant;
paddi ng-left: O!inportant;

/* Set the hover background color for the inactive (unsel ected) tabs */
ul #green. agent-tabs |i. mai n: hover, ul #green. agent-tabs |i.over, ul#green
l'i.main:hover {
background: #6F7866; /* gray */

}
/* Set the hover background color for the active (selected) tab */
ul #green. agent-tabs |i.active: hover, ul #green. agent-tabs |i.active.over {

border-left: 2px solid #FF8800; /* orange */
background: #6F7866; /* gray */

[*** Code for formatting the drop down nenus (Manage and Settings) ***/

/* Set the drop down nmenu section | abels (Business Rules and Sandbox) */
#green |i.drop- header {

col or: #464646; /* dark gray */

background-col or: #F1F2E8; /* tan */

/* Set the drop-down menu background and border col or */
#green ul . menu-drop {

bor der - col or: #FF8800; /* orange */

background-col or: #F1F2E8; /* tan */

}
/* Set the drop-down nmenu |ist itemtext and background col or */
#green ul . menu-drop Ii a {

background-col or: #F1F2E8; /* tan */
col or: #6F7866; /* gray */

}
[* Set the drop-down nmenu list itemtext and background hover color */
#green ul . menu-drop |i a: hover {

col or: #FFFFFF;, /* white */
background-col or: #FF8800; /* orange */

}

This code also formats the menus in the end-user Web portal (Home, Forums, Submit a request,
Check your existing requests) and the language selection drop down menu.
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Changing the content area background color

Most of the content is contained within an element called cont ent _gr ey. A second
container, cont ent _gr een, is used for the home page welcome message (shown in the 'after’
example with ayellow background), for the comments section on the ticket page, and in several

other placesin the help desk.
This example describes how to do the following CSS customizations:
» Set the background colors for the container elements of the main content area

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before
Anton de Young
Open Tickets Ticket Statistics
i 0 0 0
JEEJCQUUFE o ok - o o
Welcome to MondoCAM Support Center Customer Service! edit

Stay updated with announcements, get answers from the community and share your feature suggestons with us.
You can also submit a request or send us an email at suppori@antondeyoung zendesk.com,

Overview | Recent

Frequently asked questions ] 4 Support announcements W

Mapping a host nama of your own o Zendesk using CNA ¥hat you nead o know aboul passwornd security

Forwarding emails from Microsofl Exchange, Fastmail or

What is the difference betwean a salved and closad licke
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After
Anton de Young
Open Tickets Ticket Statistics
1 1 0 0 0
Welcome to MondoCAM Support Center Customer Service! odit

Stay updated with announcements, get answers from the communlly and sr-ane your 'reature suggestions with us
You can also submit a request or send us an email at 5 riantondey zendesk

Overview

Frequently asked questions » Support announcements (1) »
Mapping a host name of yvour own o Zendesk usi What you nead to know about passwaord security
Farwarding emails from Mic

What is the difference between a solved and close

CSS code

This example sets the background color of cont ent _gr ay to alight tan and then restores the
rounded corners on the left side of the container.

/* Set the content area background
* and section divider */

.content _grey, div.setting-divider {
background: #F1F2E8; /* tan */

/[* To restore the rounded top corner on the left side */

.grey_box_top {

background: #F1F2E8 url (/i mages/ conposite. gif?1284747712) no-repeat scroll;
}

/* To restore the rounded bottom corner bottomon the left side */

.grey_box_bottom {

background: #F1F2E8 url (/i mages/ conposite. gi f?1284747712) no-repeat scroll O
- 10px;

}

Setting the background color for content_green

In this example, the background color for cont ent _gr een is set to yellow to match the background
color of the sidebar content in our other CSS examples (see Customizing the sidebar) .

/* Set the background color for content_green */
.content _green, .green_box_top, .green_box_bottom {
background: #FFFFE1l; /* pale yellow */

}
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Changing the font settings of the main content area

The content area is the container for most of the data in the help desk. This example describes how
to do the following CSS customizations:

» Settheactivelink font color

» Set thefont color of the Edit and Action commands

» Setthefont size and color of heading fonts of the main content area containers
For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before

Channels

Channels are the ways that you can engage with your customers (how they create support requests and
how you communicate with them). All channel communication is recorded on tickets. You choose and
configure the channels

Email adit

Web Portal edit

After

The heading fonts color has been changed to orange (to show contrast to the before version), as well
as the heading font size and weight. The Edit command (and all hyperlinks) has aso been changed
to green.

NnNeis
Channels are the ways that you can engage with your customers (how they create support requests and

how you communicate with them). All channel communication is recorded on tickets. You choose and
configure the channels

edit

edit

CSS code

This example sets all the active links to green and the heading fonts to orange.
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/* Set the default content hyperlink color */
.content a
col or: #669900; /* green */

}

/* Set the font color of the Edit link */
.content a.edit_this, #search-result a.edit_this {
col or: #669900; /* green */

}

/* Set the font color of the Action link */
.category-top-right .edit_this, .floating nmenu_ui .floating _nenu_action {
col or: #669900; /* green */

}

/* Sets the font color of msc |inks */
span. link, p.link {

col or: #669900; /* green */
}

/* Set h2 heading size and color */
.content h2, .content h2 a {
font-size: 20px;

col or: #FF8800; /* orange */
}

/* Set h2 headi ng hover size and col or */
.content h2 a:hover {

font-size: 20px;

col or: #669900; /* green */

t ext -decorati on: underli ne;

}

/* Set the h3 heading font color */
.franme h3 {
font-size: 18px;
col or: #FF8800; /* orange */
font-wei ght: normal

}

The Edit command is shown in the 'after' image above, the Action command is not. The Action
command is used on a number of different pagesin the help desk. Here's an example of the Action
command in the forums:

J add category

¥ actions

Support anno| Rearg

er forums

What you need to know about password security
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Formatting the forum content headings

The content in the forumsis formatted separately from the main content area. This example
describes how to do the following CSS customizations:

« Set thefont size and color for heading 2 and 3 in the forums
e Set thefont hover color for hyperlinks and add an underline

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Customer content » v actions
Articles | FAQs 0 Questions from the l:ornrliunlty :
How Ta Set The White Balance an the XD-80 How da | know if | have a counterfeit lithium-ion b:
How does my camera wark? How da | install the Digital Camera Solutions Disk
Time Lapse Photography Firstlenses for a new camera?

After

Customer content »

¥ actions
Articles /| FAQSs - Questions from the Ccmmﬂnity (5] »
How To Sel The While Balance on the XD-80 How do | know if | have a counterfeit lithium-ion b
How does my camera wark? How do linstall the Digital Camera Solutions Disk
Time Lapse Pholography First lenses for @ new camera?

CSS code

This code sets font properties for headings 2 and 3 in the forums. Heading 2 is used for categories
and heading 3 is used for forum titles.

/* Set the formatting for .frane.coluns */
/* This is the container for foruns */

/* Set category heading size and col or */

.content .frame.colums h2, .content .frane.colums h2 a {
font-size: 20px;
col or: #6F7866; /* gray */

}

/* Set category headi ng hover size and color */
.content .frame.colums h2 a: hover {

font-size: 20px;

col or: #669900; /* green */

t ext - decor ati on: underl i ne;

}
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/* Set the font color of h3 active links */

.content .frame.colums h3, .content .frame.colums h3 a {
color: #6F7866; /* gray */

}

/* Set the font hover color of h3 active |links */
.content .frame.colums h3 a: hover {

col or: #669900; /* green */

t ext - decorati on: underl i ne

}
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Customizing the tickets table

Theticketstableiscalledt abl e. ti cket s and this example describes how to do the following CSS
customizations:

» Set the background color of the table header row, the aternating shaded rows, and the 'group
by' rows
« Set the hover background and font color for the active table row

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before
Organization Score Subject Requester Requested Type Priority [
Status New
Batierie contrefaite Siman Jolibois Jun-14 =]
Balance des blancs Simon Jolibols Jun-14 a
Ma commandea Siman Jolibois Jun-14 =)
Affordable Link Building Services Tord Sand Jun-11 =
My Camera bafttery won't hald a charge Sara Briscoe Jun-08 =]
Harvard Please help me Mary Jones May-19 a
Status Open
How do | know if | have a counterfeit lithium-ion Steven Yan 10:15 =
I dropped my camera in the water what should | do?  John M Chou Aug-04 Problem High =]
My camera's battery won't charge, what should | do?  Orange Juice Aug-04 Question Normal [

Active row hover:

Organization  Score Subject
Status New
- Y Batterie contrefaite

- Balance des blancs
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After

Organization  Score Subject Requester Requested Type Priority |
Status New
Batterie contrefaite Simon Jolibois Jun-14
Balance des blancs Simon Jolibols Jun-14 - - =
Ma commande Simon Jolibois Jun-14 - - o
Affordable Link Building Services Tord Sand Jun-11 - - =
My Camera battery won't hald a charge Sara Briscog Jun-08 - - O
Harvard Please help me Mary Jones May-19 - - =
Status Open
How do | know if I have a counterfeit lithium-ion Steven Yan 10:15 . - =
I dropped my camera in the water what should 1do?  John M Chou Aug-04 Problem High O
My camera's battery won't charge, what should | do? Orange Juice Aug-04 Cuestion Maormal [

Activerow hover:

Organization Score Subject
Status New
k_ Batterie contrefaite

- Balance des blancs

CSS code
This example changes the background and border colors of the elementsin the table.

/* Set the header row background color of the tickets table */
table.tickets thead th {
background- col or: #F1F2E8; /* tan */

}

/* Set the font col or and background col or of the active row */

table.tickets tr.linked: hover > td, table.tickets tr.linked:active > td {
background-col or: #FFCD72; /* 1ight orange */

}

/* Set the background color of the alternating shaded table rows */
table.tickets tr.linked:nth-child(2n+1) {
background-col or: #F1F2E8; /* tan */

/* Set the background color of the table 'group by' rows */
table.tickets tr.group_by td {

background-col or: #F1F2E8; /* tan */

border-bottom 2px solid #F1F2E8; /* tan */
}

/* Set the color of the bottom border of the table rows */
table.tickets td {

border-bottom 1px solid #F1F2E8; /* tan */
}



318 | Zendesk User's Guide | CSS Cookbook

Customizing the sidebar

The sidebar contains tips on using features of the page (what we call the Help widget), links to
related features, and any other widgets you add to your pages.

This example describes how to do the following CSS customizations:

» Set the background color of the sidebar
e Set thefont color of the body text

» Set the hyperlink color

» Set the font color of the heading

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before

MondoCAM Support
Center people

Assume

You can temporarily log in as a user
by clicking on assume. This enables
you to view the help desk from a
specific user's perspective.

You can also assume an
anonymaous user

Bulk import

MNeed to import a lot of existing users
or organizations?

» Bulk user import
» Bulk organization import

Alternatively, you can impaort using
the Zendesk API.
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After

Assume

You can temporarily log in as a user
by clicking on assume. This enables
you to view the help desk from a
specific user's perspective.

You can also assume an

Meed to import a lot of existing users
or organizations?

% Bulk user import
% Bulk organization import

Alternatively, you can import using
the Zendesk API.

CSS code
The code in this example sets the background color and text properties of all elementsin the sidebar.

/* Set the background col or of the sidebar */
. si de-box-content, .blue_box_top, .blue_box_bottom .side-box-wth-inage, .r_blue

background-col or: #FFFFE1l; /* pale yellow */
}

/* Set the body text font color */
. si de-box-content, .side-box-content .user_formatted {
col or: #333333; /* dark gray */

}

[* Set hyperlink font color */

. si de-box-content a, #sidebar .w dget a, #wi dget_manager_wi dget a {
col or: #669900; /* green */

}

/* Set heading (h3) font color */
. si de-box-content h3, #sidebar .w dget h3, #w dget_manager _w dget h3 {
col or: #FF8800; /* orange * /

}
This code also applies to the widget manager:
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Add a widget

Please select the widget you want to add to
this page:

< Hot topics
@ ..0r create new widget

Done
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Customizing the alert message bar

The container for help desk aerts and update and error messagesis adiv section called #f | ash.
This example describes how to format the message bar using the following CSS customizations:

» Set the background and border color of the message bar
e Setthefont color and size
e Set the hyperlink font color

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before

4 Widget MondoCAM CSS: Full v9 updated

After

7 Widget MondoCAM CS5: Full vd updated

CSS code

Within the #f | ash div there are anumber of additional div sections that are used for different types
of messages. The following example formats the message bar for all of those message types.

/* Set the background col or, border, and font properties of the nessage bar */
#f 1 ash di v#error, #flash di v#notice, #flash di vitbeware, #fl ash di v#alert,
#flash .alert {

background-col or: #FFCD72; /* |ight orange */

border: 1px #FF8800 solid; /* orange */

color: #6F7866; /* dark gray * /

font-size: 12px;

}

/* Set the hyperlink color of the nessage text */
#flash a.title {
color: #669900 !inportant; /* green */

}

Note: Insettingthe#fl ash a.titl e element, we needed to use the CSS limportant property to
force the formatting to be applied. Thisis because the formatting you specify in your CSS widget
may be reset by one of the Zendesk style sheets that are loaded into the browser after the CSSin
your widget. Thisis how cascading style sheets works; styles are applied in the order they are loaded
into the browser. By using the limportant property, you can force your formatting to override any
other CSS that also sets formatting for the element.
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Change the color of the views drop-down menu

The Views menu is located in the top menu bar. This example decribes how to change the ook of
this menu, including:

* Drop-down menu background color

e Drop-down menu border color

* 'Views menu name text color

» Background and text color of the menu items

» Background and hyperlink color of the menu items

For more information about getting started with CSS customization in Zendesk, see How to
customize the help desk using CSS.

Before
Recently solved tickets (0]

Pending tickets (21)

My unsolved tickets (5)
Unassigned tickets (8)

All unsolved tickets (26)
Recently updated tickets (~0)

Unsolved tickets in your groups
(26)

New tickets in your groups (8)

Sharing tickets (0}

After

VIEWS & NEW

Recently solved tickets (0)
Pending tickets (21}

My unsolved tickets (5)
Unassigned tickets (8)

All unsolved tickets
Recently updated tickets (0}

Unsolved tickets in your groups
[26)

New tickets in your groups (8)

Sharing tickets (0)
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CSS code

[*** Set the color of '"Views' to white ***/
#gray |i.drop-header
{

col or: white;

}

[ *** Change t he background col or of the drop-down nenu ***/
#gray #vi ews-drop

bor der: none;

mar gi n: none;

background-col or: #448ccb;
}

[*** Set the background and text color of the nmenu itens ***/
#gray #views-drop li a

background: none #448ccb;
col or: #D7F8FE;

}

[*** Set the background and text color of the menu itens hyperlink ***/
#gray #views-drop |i a:hover

background: none #D7F8FE;
col or: #2F6F7B;
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Source code for CSS customization examples

Hereisthe complete CSSfile for our MondoCam demo and training account. It includes the code

used in the Cookbook examplesin thisforum. Y ou may find some slight differencesin the codein
this file when compared to the Cookbook topics. Thisis because thisis the final product, not steps
along the way.

This simple customization makes minor changes to the page layout and also changes font settings
and the background colors of many of the elementsin the help desk. Fedl free to use thisto start your
own customi zation.

Updated: 8/9/2011

/*** MondoCam CSS custom zation ***/

~

T S T R B . SR

COLORS
Most of the colors in this CSS are Hex.
You can use Hex, RGB, or sinple naned col ors such as 'blue

Header background: #6F7866 - nedium gray green

Page background: #2E3B3B - dark gray

Top nmenu bar background: #FF8800 - orange

Top nmenu drop down list itenms: #6F7866 - gray

Top nmenu drop down |ist hover highlight: #FF8800 - orange
Top menu drop down |ist background: #F1F2E8 - tan

H1, H2, H3 color: #6F7866 - gray

Si debar background: #FFFFE1l - pal e yel | ow

a links within the content area and sidebar: #669900 - green
M sc highlight color: #FFCD72 - |ight orange

M sc body text: #333333 - dark gray

M sc fonts: #FFFFFF - white

*

[*** REPLACE THE ZENDESK HEADER ***/
[*** You al so need to add a JavaScript wi dget to the hel p desk

* to create a link to the home page. This is described in

* https://support.zendesk. com entries/20263417-repl aci ng-t he- header -1 ogo- and-
title

*/

/* Hide the Zendesk | ogo and help desk title text */
#t abl e_header {
di spl ay: none;

/* Increase the size of the header, add a | ogo, set background color */
#header {

hei ght: 100px;

/* Add the link to your logo with the next setting */
background-image: url (http://LOCATI ON OF YOUR LOGO. coni your _| ogo. png) ;
background-repeat: no-repeat;

background-position: top left;

background-repeat: no-repeat;

background- col or: #6F7866; /* gray */

}

/* Setting the #top background col or renoves the
1 px white |ine above the nenu bar */
#top {
background: #6F7866; /* gray */
}
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/* Set the text properties of links in top-right
* User nanme, profile, help, |ogin/logout */
#top-right, #top-right a, #top-right p {
col or: #FFFFFF; /* white */
font-size: 12px;
f ont - wei ght : nor nal ;
mar gi n: 25px 0 O;
t ext - shadow. 0 2px 3px rgba(0, 0, 0, 0.5); /* This may not work with all
browsers */

}

/* Change the hyperlink hover color of links in top-right */
#top-right a:hover {

col or: #FF8800; /* orange */

}

[*** SET THE PAGE LAYOQUT ***/
/* This custom zation is described in:

* https://support.zendesk. conentries/20266856-setti ng-the-page-w dt h-and-
r enovi ng- t he- page- bor der

*/

/* Set the width of the page */
[* If you want to constrain it
* to a specific size. */
#page {

margi n: 0 auto;

wi dt h: 1000px;

max-w dt h: 1000px;

m n-w dth: 1000px;

position:rel ative;

right: 2px;

/* These two settings renmove the white border next to the header. */
paddi ng- | ef t: Opx;

paddi ng-ri ght: Opx;

}
/* Set the mnimumw dth of the frame */
.frame {
m n-w dt h: 510px;
}

/* Add a border within the content container
* to conpensate for taking it away

* in #page. */

di v#cont ai ner {

paddi ng- | ef t: 10px;

paddi ng-ri ght : 10px;
}

[ *** FOOTER ***/

/* This exanple formats the footer to match

* the page width set above and changes

* text properties.

* Customi zing the footer is described here:

* https://support.zendesk. com entries/20264367- cust om zi ng-t he- page-f oot er
*/

/* Set the footer width to match the page width */
#f oot er {

margi n: 0 auto;

wi dt h: 1000px;

max-w dt h: 1000px;

m n-w dt h: 1000px;

}

/* Set the footer text hyperlink color */
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#footer a {
color: #FFFFFF;, /* white */

}

/* Set the footer text hyperlink hover color */
#f oot er a: hover ({
col or: #FFFFFF;, /* white */

}

[* Center the footer text and add a drop shadow

* to the text. */
#footer p {

text-align: center;

col or: #FFFFFF; /* white */

mar gi n: 25px 0 O;

t ext -shadow. 0 2px 3px rgba(0, 0, 0, 0.5); /* This may not work with all browsers
*/
}

/* If you want to conpletely hide the footer, here's the code */
[* #footer {

visibility: hidden;

}

*/

[*** TOP MENU BAR ***/
/* This customi zation is described in:
* https://support.zendesk. conm entries/20348113- cust omi zi ng-t he-t op- menu- bar */

[*** Code for formatting the top nenu background, borders, and nmenu tabs ***/

/* Set the background color of the top nenu bar */
#t op- menu- background, #top forn#topquery {
background-col or: #FF8800; /* orange */

/* Set the |left border color of the tabs to the same color as the background */
ul #green. agent-tabs |i.main {

border-left: 2px solid #FF8800; /* orange */
}

/* This code controls the positioning of the menu tabs.
* No need to change anything here - just be sure to include it. */
ul #green. agent-tabs |i.tab_hone.first, ul #green. agent-tabs
li.tab_hone.first:hover, ul #green.agent-tabs |i.tab_foruns, ul #green. agent-tabs
li.tab_foruns: hover {
border-left: O!inportant;
paddi ng-left: O!inportant;

/* Set the hover background color for the inactive (unselected) tabs */
ul #green. agent-tabs |i. mai n: hover, ul #green. agent-tabs |i.over, ul #green
I'i.main:hover {
background: #6F7866; /* gray */

/* Set the hover background color for the active (selected) tab */

ul #green. agent-tabs |i.active: hover, ul #green.agent-tabs |i.active.over {
border-left: 2px solid #FF8800; /* orange */
background: #6F7866; /* gray */

}

[*** Code for formatting the drop down nenus (Manage and Settings) ***/

/* Set the drop down menu section | abels (Business Rules and Sandbox) */
#green |i.drop-header {

col or: #464646; /* dark gray */

background-col or: #F1F2E8; /* tan */
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}

/* Set the drop-down nmenu background and border col or */
#green ul . menu-drop {

bor der - col or: #FF8800; /* orange */

background-col or: #F1F2E8; /* tan */

/* Set the drop-down menu list itemtext and background color */
#green ul . menu-drop Ii a {

background-col or: #F1F2E8; /* tan */

col or: #6F7866; /* gray */

}
/* Set the drop-down nmenu list itemtext and background hover color */
#green ul . menu-drop |i a: hover {

col or: #FFFFFF;, /* white */
background-col or: #FF8800; /* orange */

[ *** CONTENT AREA BACKGROUND COLORS ***/
[* This exanpl es sets the background col ors for

* the content containers of the hel p desk

* Details about this custonization are here:

* https://support.zendesk. comf entries/20336093- changi ng-t he-cont ent - ar ea-
backgr ound-col or */

/* Set the content area background

* and section divider */

.content _grey, div.setting-divider {
background: #F1F2E8; /* tan */

/* To restore the rounded top corner on the left side */
.grey_box_top {
background: #F1F2E8 url (/i mages/ conposite. gi f?1284747712) no-repeat scroll

}

/* To restore the rounded bottom corner bottomon the left side */
.grey_box_bottom {
background: #F1F2E8 url (/i mages/ conposite. gif?1284747712) no-repeat scroll O
- 10px;

/* Set the background col or for content_green */
.content _green, .green_box_top, .green_box_bottom {
background: #FFFFE1l; /* pale yellow */

/* Set the background and border of the forum headi ngs */
di v. cat egor y- header ({

background-col or: #F1F2ES;

bor der-bott om none;

}

[*** CONTENT AREA FONT SETTI NGS ***/
/* This code sets the font size and col or for headi ngs

* and hyperlinks used in the content area.

* This is described in nore detail here:

* https://support.zendesk. com entries/20271007- changi ng-t he-font-settings-of-the-
mai n- cont ent - area */

/* Set the default content hyperlink color */
.content a {
col or: #669900; /* green */

}
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/* Set the font color of the Edit |ink */

.content a.edit_this, #search-result a.edit_this {
col or: #669900; /* green */

}

/* Set the font color of the Action link */
.category-top-right .edit_this, .floating nmenu_ui .floating nenu_action {
col or: #669900; /* green */

}

/* Sets the font color of msc |inks */
span.link, p.link {

col or: #669900; /* green */
}

/* Set h2 heading size and color */
.content h2, .content h2 a {
font-size: 20px;

col or: #6F7866; /* gray */
}

/* Set h2 headi ng hover size and col or */
.content h2 a:hover {

font-size: 20px;

col or: #669900; /* green */

t ext - decorati on: underl i ne;

}
/* Set the h3 heading font color */
.frame h3 {
font-size: 18px;
color: #6F7866; /* gray */
font-wei ght: normal
}

/*** FOQU,VB ****/
/* This code formats the headi ngs and hyperl i nks

* in the forunms content. This custom zation is described

* here: https://support.zendesk.conlentries/20345373-formatting-the-forum
cont ent - headi ngs */

[* Set the formatting for .frame.coluns */
/* This is the container for forums */

/* Set category heading size and col or */
.content .frame.colums h2, .content .frame.colums h2 a {
font-size: 20px;
col or: #6F7866; /* gray */
}

/* Set category headi ng hover size and color */
.content .frame.colums h2 a:hover {

font-size: 20px;

col or: #669900; /* green */

t ext -decorati on: underli ne;

}

/* Set the font color of h3 active links */
.content .frame.colums h3, .content .frane.colums h3 a {
col or: #6F7866; /* gray */

}

/* Set the font hover color of h3 active links */
.content .frame.colums h3 a:hover {

col or: #669900; /* green */

t ext - decor ati on: underl i ne;

}
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/* Set the hyperlink color for the forunms */
.content .frame.colums a {

col or: #669900; /* green */
}

[*** T| CKETS TABLE ***/
/* This code customi zes the tickets table.

* Described here: https://support.zendesk.com entries/20273691-custom zi ng-t he-
tickets-table */

/* Set the header row background color of the tickets table */
table.tickets thead th {
background- col or: #F1F2E8; /* tan */

/* Set the font col or and background col or of the active row */
table.tickets tr.linked: hover > td, table.tickets tr.linked:active > td {
background-col or: #FFCD72; /* 1ight orange */

/* Set the background color of the alternating shaded table rows */
table.tickets tr.linked:nth-child(2n+1) {

background-col or: #F1F2E8; /* tan */
}

/* Set the background color of the table 'group by' rows */
table.tickets tr.group_by td {

background-col or: #F1F2E8; /* tan */

border-bottom 2px solid #F1F2E8; /* tan */

}

/* Set the color of the bottom border of the table rows */
table.tickets td {

border-bottom 1px solid #F1F2E8; /* tan */
}

[*** ALERT MESSAGE BAR ***/

/* The alert nessage bar is displayed at the
* top of the page. It is described here:
* https://support.zendesk. com entri es/20345353- cust o zi ng-t he-al ert - nessage- bar
*/

/* Set the background col or, border, and font properties of the nessage bar */
#f 1 ash di v#error, #flash di v#notice, #flash di vitbeware, #fl ash div#alert,
#flash .alert {

background-col or: #FFCD72; /* |ight orange */

border: 1px #FF8800 solid; /* orange */

col or: #6F7866; /* dark gray */

font-size: 12px;

}

/* Set the hyperlink color of the nessage text */
#flash a.title {

col or: #669900; /* green */
}

[ *** S| DEBAR ***/
/* This exanple sets the font sizes and colors

* and background area of the sidebar.

* Described here: https://support.zendesk.com entries/20271027-cust om zi ng-t he-
si debar */

/* Set the background col or of the sidebar */
. si de-box-content, .blue_box_top, .blue_box_bottom .side-box-w th-inmage, .r_blue

{
background-col or: #FFFFE1l; /* pale yellow */
}



330 | Zendesk User's Guide | CSS Cookbook

/* Set the body text font color */
. si de-box-content, .side-box-content .user_formatted {
col or: #333333; /* dark gray */

}

/* Set hyperlink font color */

. si de-box-content a, #sidebar .w dget a, #wi dget_manager_wi dget a {
col or: #669900; /* green */

}

/* Set heading (h3) font color */
. si de-box-content h3, #sidebar .w dget h3, #w dget_manager_w dget h3 {
col or: #FF8800; /* orange * /

}
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