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Zendesk versions

On 9/12/12, we released anew version of the agent and administrator interface of Zendesk. During
the beta period, this was known as 'Lotus. The Zendesk you knew before 9/12 is now referred to as
'Zendesk Classic'.

Thisversion of the Getting Started Guide is for the new version of Zendesk.

Y ou can find the Getting Started Guide for the Classic version online at https://support.zendesk.conv
forums/20025588-getting-started-guide-zendesk-classic and a PDF version can be downloaded from
http: //Amww.zendesk.convsupport/documentation.


https://support.zendesk.com/forums/20025588-getting-started-guide-zendesk-classic
https://support.zendesk.com/forums/20025588-getting-started-guide-zendesk-classic
http://www.zendesk.com/support/documentation
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Solving your first ticket

In thislesson you'll learn the basics of ticket management in Zendesk, including how customers
submit tickets and how those tickets appear in your Zendesk. You'll submit aticket as a customer
using email, then you'll respond to the customer and resolve your first ticket as an agent using
Zendesk.

Submitting your first support ticket

Whenever a support request is received in Zendesk, aticket is created.

Tickets can be created through multiple channels including email, your website, social media, online
chat, and phone. Regardless of where conversations are started, they all become tickets.

In thislesson, you'll pretend to be a customer and submit a support request through email.

When you signed up for your Zendesk account, you were given a Zendesk support email address:
support@youraccount.zendesk.com. Y ou can see your account name in the URL displayed in the
address bar when you are logged in to Zendesk.

Note: You can change this email address. Well discuss how you do that in the next lesson.
To submit a test ticket
1. Open anew email message in your email client.

Tip! If you are an administrator, send test email from aan email account other than the one
you used to set up your Zendesk account. Zendesk recognizes your email as the owner of the
account and treats it differently than email from another email account.

2. Enter support@youraccount.zendesk.com in the To field. For example,
support@mondocam.zendesk.com.

3. Enter asubject and message. If possible, write a question or problem you might get from a
real customer.
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m Discard Labels « Draft autosaved at 9:49 AM (0 minutes

support@mondocam.zendesk.com &
Add Cc Add Bee

Attach a file
B 7 U T-T-A-T-@&Ee2i= i & = 9 CheckSpeling-~
E = = I, «Plain Text
Hi there -

are way blown out.

Thanks!
Bobby

4. Click Send. Your email issent and aticket is created in Zendesk based on the email.

Responding to a support ticket as an agent

When a customer sends a support request through email or any other channel, it becomes aticket in
your Zendesk. Tickets are organized into views.

Views define a collection of tickets based on a set of criteriathat convey various ticket states such as
open and unassigned, pending, and unsolved. Views are essential for managing the ticket workflow
because they create meaningful groupings of tickets.

New tickets appear in the Unassigned tickets view. Let's find the test ticket you submitted and
respond to it.

Tofind and update your test ticket

1. Click the Viewsicon () inthe sidebar, then select Unassigned ticketsin the list of views.
2. Click thetitle of the test ticket you submitted from the list of unassigned tickets.

—

=) SUBJECT REQUESTER REQUESTED FRIORITY GROUP ASSIGNEE UPDATED
Status MNew
O Praoblems using the XR=50 Hypershot Bobby Bab 3 minutes ago 3 minutes ago

Now let's update some of the ticket fields and add a comment. A Zendesk ticket has
predefined fields but you or your administrator can also add custom fields as needed (see
Assigning tickets to agents).

3. Click Assignee and select your name.
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4. Click the Typefield and select Question. That means that the customer is asking a question.
Other types include Problem, Incident, and Task.

5. Click the Priority field and select Nor mal from the drop-down menu. Y ou can also set
priority to L ow, High, or Urgent as needed.

6. Typeamessagein the Public reply comment box.

Public reply comments are sent to the customer whereas Internal note comments are only
visible to other agents. In this case, let's ask the customer to give us more information.

7. Click the arrow on the Submit button and select Pending.

[ Go to next ticket in

Unassigned tickets

Submit as New

Submit as Open [ ]
Submit as Pending

Submit as Solved |

Submit as New

The Pending status means that you are waiting for more information from the customer.
For more information about ticket statuses and other ticket fields, see About ticket fields.

The ticket is updated and an email message is sent to the customer!

Responding to a support ticket as a customer

When you update aticket, Zendesk notifies the customer. Go back to the email account you used to
submit the support request to see what the notification emailslooks like. In your email account you
will seetwo replies:

« Email confirmation that the support request was received
» Email notification that the ticket was updated and needs more information

These replies were automatically sent out by Zendesk by something called atrigger. Triggers

are business rules an administrator defines (there are also some pre-defined triggers) that run
immediately after tickets are created or updated. Triggers are a powerful tool; you'll create atrigger
in Assigning tickets to agents.

To update theticket from the customer per spective

1. Inthe email account you used to submit the support request, open the email about the ticket
update.

The title contains the problem you entered in the original support request. The body contains
the support request and the comment you added when you updated the ticket as an agent.
Thereisalso alink to the ticket.
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#T58: 5 the XR-50

Your request (#758) has been updated.

To review the status of the request and add additional comments, follow the link
below:
hitp:/fsupport zendesk-staging.comireguests/758 Mtoken=p&46ywpcchag5ds

You can also add a comment by replying to this email.

Jennifer Rowe, Apr 09 10:02 am (PDT):

Sorry to hear that. Would you be able to attach what you are seeing
in your images? We want to ensure it's not a problem with the sensor
first.

Thanks!
Jennifer

Bobby Bob, Apr 09 09:53 am (PDT):
Hi there -

How do | set the white balance on the XR-50 Hypershot? All my pictures
are way blown out.

Thanks!
Bobby

2. Click Reply and type a comment in the email.

3. Optionally, you can add an attachment so that you can see how it appearsin the ticket in your
Zendesk. Sometimes customers will need to send attachments to help you understand their
problems.

4. Click Send.

The email is sent and your reply is added to the ticket as a comment.

Now let's go back to Zendesk and take alook at the updated ticket.

Solving a ticket

Now that the customer has responded with more information, let's resolve our test ticket.

To solvethetest ticket

1. Click the Viewsicon () inthe sidebar, then select Pending ticketsin the list of views.
2. Click thetitle of the test ticket to open it.

3. Review the customer comment.

4. Enter acomment in the Public reply box.
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'-ﬁi Internal note
-

Good. It does not look like a sensor problem, but rather a white balance issue, as you expected

| think maybe you accidentally changed the white balance setting. Set it back to Auto WE (select

Settings = White Balance = Auto WE).

Let me know if that works

Thanks!

Attach file

5. Click the arrow on the Submit button and select Solved.

Y ou've solved your first ticket! The ticket statusis Submit as Solved. The ticket status will
automatically update to Closed after 4 days unless you or the customer update the ticket.

Note: This status change is controlled by something called an automation. An administrator can
change the number or days it takes for aticket to change from Solved to Closed (up to 30 days) by
editing the Close ticket 4 days after statusis set to solved automation.

Reviewing a ticket's history

Zendesk keeps a history of all ticket activity, including automatic actions by automations and
triggers, in the ticket history. Let'slook at the history for the ticket you just solved.

Toview the history of thetest ticket

1. Hover over the +add tab in the top toolbar., then select the ticket title from the recently
viewed tickets section.

2. When the ticket opens, click Events on the right above the comments area.

3. Scrall through the list of eventsto see the history of the ticket.

Notice that events by automations and triggers are also recorded, including a notification
email that was sent when you solved the ticket.



14 | Getting Started with Zendesk® | Solving your first ticket

Froblems using the XR50 Hypershot comments (4)  everything

about 1 hour ago  Jennifer Rowe (jrowe@zendesk.com viaundefined

Il Jennifer Rowe

Hi there Paula
Sorry o hear that. Would you be able to attach what you are seeing in your images? We want to ensure it's not
a problem with the light sensor first.

» Status Pending beew
+ Message pushed to target

ush bo Yammer Activity Stream wi ticket status update
= Message pushed 1o target
(Push po Yamimer Activity Stream when ticket |5 comir ted ar
- Jennifer Rowe
=1
Hi there

How da | set the white balance on the XR-50 HyperShot? All my picturas are

« Could not find field for local

= Priority

« Type

+ Subject Problems wsing the XR50 Hypershe
® SLALUS Mew

* Requester o

# Fmail notificatinn [ennifer Br

4. When you are finished, click Comments to show comments only.

Summary

In thislesson you sent a support request as a customer using email, then solved the ticket as an agent
in Zendesk. This gave you an opportunity to see how email support requests become tickets and how
you can easily update and manage ticketsin your Zendesk.

Next Lesson: Branding your Zendesk
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Branding your Zendesk

In thislesson you'll brand your Zendesk for your company. We'll start with some easy changes to
add your company colors and logo.

Then you'll learn how to customize the URL for your support Web portal so that it matches your
company domain instead of the Zendesk domain. Finally, you'll learn how to configure your
Zendesk to use your company email address.

All these branding changes will help ensure that the support experience you provide your customers
feelsintegrated with the rest of your customer experience.

Changing the logo and colors for your Zendesk

Zendesk enables you to change the colors and logo to make your Zendesk more integrated with the
rest of your company website. These modifications are pretty easy to make.

Note: In the next section we'll discuss some advanced customization options you can make to use
your company email address and URL.

L et's make sure you understand which colors you are changing. The Page Header isthe color at the
top and the Page background is the color on the sides.

HIFME FORUME MANAGE SETTINGS RECENT Wl W

Page Header

Accoun Page Background

Eramding Localization Address Banchmari kreoices

Now, before you start, make sure you have a version of your logo optimized to 254 pixels wide by
50 pixelstall. Zendesk will scale the image to fit that spaceif it isnot already that size.

To changethe colorsand logo for your Zendesk
1. Click theM anageicon (ﬁ’) in the sidebar, then select Account.

2. Click the Branding tab.
3. Inthe Header logo section, click Change, then click the Br owse button that appears.
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Header Logo

Change | Delete
Upload a new logo, or delete the existing logo

Website URL

http://mondocameras.com

Clicking on the logo will take users to this URL.

4. Select your image. Remember, if your logo is not 254 pixels wide by 50 pixelstall Zendesk
will scaleit to fit in the header.

5. Back in the Header logo section in the Branding page, change the Website URL that the
image links to your company website URL.

6. Now scroll down to the Color s section in the Branding page.

7. Click the color bar beside the Page header label.

8. Inthe color picker, select acolor or enter the hex number for the color, then click off the
color picker to closeit.

Colors Page Header
Page Background
Click to select color or enter a hex value ' L
|
Revert to default colors

9. Click the color bar beside the Page background label and select acolor.
10.Click Savetab at the bottom.

Check out your new logo and colors!
Now let'stalk about how you can configure your Zendesk to use your company email address.

Using your company email address with Zendesk

Y our Zendesk currently uses a Zendesk email address. Thiswill probably be confusing to your
customers, so you might want to configure your Zendesk to use your company email address.

Y ou can change the current email address (support.youraccount.zendesk.com) to your own email
address (support@yourcompany.com). Thiswill enable your customers to send email to and receive
emails from an email address customized for your company.

Enabling customers to send support email to your company email
address

If you want to enable customers to send support requests to your company email address, and you
want to receive the tickets in your Zendesk, you need to set up email forwarding. Then you can
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receive support requests at external addresses and forward them to equivalent email addressesin
your Zendesk account.

For example, you can forward email sent to support@yourcompany.com to your Zendesk email
support@youraccount.zendesk.com.

Customer Your Zendesk

forwards

supportE yourcompany.com - support@ youraccount.zendesk.com

To receive support emails at your company email address, you need to configure email forwarding
in your email server (for example, Google Apps, Microsoft Exchange server, or some other system),
not in Zendesk. For more information, see Using an external domain in the Zendesk Administrator
Guide.

Tip! If you use Gmail or another email platform that requires you to verify the email addressto
which you are forwarding, you may need to check your Zendesk Suspended tickets view for the
verification email.

If you currently have an active support email address, you might not want to enable email
forwarding for that email address until you are ready to start using Zendesk to manage your support
requests.

Sending reply support emails from your company email address

In addition to receiving support requests at your company email addresses and then forwarding them
to your Zendesk, you can also configure email to process reply emailsto customers asif they are
coming from your company email address and not a Zendesk email address.

SUpport@yourcom pany.com

Custamer -+ Your Zendesk

forwards

sUppori@yourcampany.com » suppori@youraccount zendesk.com

Configuring Zendesk to send reply emails from your company email addresses requires two steps:
1. 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 hel p@mycompany.com, not
support@myaccount.zendesk.com.

2. Update the default reply email addressin the Email Channel settings page to your external
support address (hel p@mycompany.com).


https://support.zendesk.com/entries/20519931-using-an-external-email-domain
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For complete details, see Using an external domain in the Zendesk Administrator Guide.

Changing your support URL to use your company domain
name

Y ou can make your Zendesk more integrated with your company website by removing
zendesk from the support URL and using your own company domain name. For example,
support.yourcompany.com instead of yourcompany.zendesk.com.

Setting this up can be technical. Essentially, where your domain name is registered, you need to
create a subdomain and configure it so that when a user browses to that subdomain address, they
are redirected to your Zendesk. A subdomain might be something like support.yourwebsite.com or
hel p.yourwebsite.com, where support and help are the subdomains.

Let'stake a high-level ook at what'sinvolved. The detailed steps will depend on your specific
configuration.

Step 1: Setting up your subdomain

To set up your subdomain, you need to create a CNAME record within your DNS settings. Y our
domain registrar or your website administrator should be able to help you.

For more information, see An example with Go Daddy in the Zendesk support forums.

Be sure to point your subdomain (also called host name or alias) to your default Zendesk account
URL (that is, the URL you got when you first created your Zendesk account).

Create A Record
‘ _..--""" subdomain
Hostname &= | support -mondocameras.com

Type | CNAME |3 ]
Target Host | mondocam.zendesk.com N
Save your zendesk address

Step 2: Configuring Zendesk to use your subdomain

After you set up your subdomain, you need to configure your Zendesk to use the subdomain.

Tip! Be sure that you create the CNAME record first. If that is not in place when you put
your new URL in Zendesk you will not be able to get to your Zendesk. If this does happen, go
to youraccount.zendesk.com/access/normal to access your Zendesk.

To useyour subdomain
1. Click theM anageicon (ﬁ) in the sidebar, then select Account.

2. Click the Branding tab.
3. Inthe Host mapping field, enter the entire URL you created with your CNAME record.


https://support.zendesk.com/entries/20519931-using-an-external-email-domain
http://www.google.com/url?q=https://support.zendesk.com/entries/13976-mapping-a-host-name-of-your-own-to-zendesk-using-cname&sa=D&sntz=1&usg=AFQjCNEMPPlTUMsJhAh1iidHnyRo_ESNHw
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4. Click Save.

After you complete steps 1 and 2, your Zendesk will use your company domain name.

Summary

In this lesson, you changed the logo and colors to brand your Zendesk. Y ou aso learned how to
configure Zendesk to use your company email address and URL.

Next Lesson: Customizing your Web portal
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Customizing your Web portal

In thislesson, you'll get familiar with your support Web portal and learn how to view the Web
portal from your customer's perspective. We'll customize the introductory text that welcomes your
customers. Then we'll look at the two main ways your customers can get help through your Web
portal: the support request web form and the forums.

The support request web form is available to end-usersin your Web portal. Thisform is one way
customers can submit support requests to you if they want to get direct help from your support team.
These requests become tickets in your Zendesk.

The forums are also available to end-usersin your Web portal. Forums are collections of topics
that might include news and announcements, knowledge base articles, community questions and
comments, and frequently asked questions (FAQs). Forums enable users to self-serve, by giving
them information, and potentially answering their questions, before they contact your support team.

Now, let's start by taking alittle tour of the Web portal.

Getting familiar with your Zendesk Web portal

Web portal refersto the parts of the Zendesk that are available to end-users to submit tickets, track
their support requests, and access your knowledge base and forums.

Note: If you just created your account, you will initially see the Getting Started page.
Let'stake alook at the Web portal. There are five main areas:

» Header and menu bar

e Introductory text

» Highlighted forum articles
e Theforums

e The sidebar
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FORLMS SUBMIT A REQUEST CHECK TOUR EXISTING RECUESTS BN EMGLISH

Welcome to MondoCam Customer Service! Contact us
¥ BNl SNATH your MAI BLGRaTn with 13 +1 (415) 347-8709
GOCAITHNTAS OO

+3397518 21 56

Saay updaiad with BNNOURCRMENES, P8l ANEWSrS rom The oo
You can aiso submil A reguest of sand us an emal al suppor

Forums
m Map of our HQ
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About Us Ratien e
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%"' 5 g s £2017 GMES, Google,
Locabions

Virw Larger blag
+ San Francisoo

& Checago

& Wam

Contnct
* Tal: «1-BEE-435-3118
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Customer content .

Articles [ FAQS (20)» Questions from the Community (14) =
"

Ideas | Feature Requests (4) » Annauncements (1] =

Announcemants || =

The header isthe area at the top. The menu bar is below the header and includes the following user
options:

* Home takes you to the Web portal.

* Forumstakes you to your knowledge base and community support.

e Submit arequest enables users to send a support requests to your Zendesk.

» Check your existing requests enables users to check the status of support requests they've
submitted.

Y ou can see your Web portal from a customer perspective when you are signed out. When you sign
in to your Zendesk, you have more options that enable you to navigate and manage your Zendesk
and tickets.
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Y ou can view your Web portal while you are signed. This enables you to see all of the content that
end-users see, but you will not see the navigation tabs in the menu bar that an end-user sees. You
might also see extra data about your tickets and forum activity that is not visible to end-users.

To view your Web portal when you aresigned in

Click your profile icon in the upper-right corner of the page header, then select Go to web
portal.

Customizing the welcome text on your Web portal

The introductory text on your Web portal welcomes customers and can also give them information
so they know how to get help with their support requests.

ewve] ety | lonin | o we
") MondoCam

HOME FORuES BUBMIT A REQUEST CHECK YOUR EQSTING REQUESTS

Welcome to MondoCam Customer Service!

Emary updated with AnNoUSCSE=GNE, Qi ANSwors from M Community

and Shin your FaLUns SUQDESIONS Wit s
Wiz €A BieS SubMIL & rquis] o sand u an small i upponmontccimbalonl TandeEk com

Crvardaw | Fopcnr

Annguncamants

Knowledge Base -

Digital Compact Cameras

Y ou can turn the text off, if you want, but more likely you'll want to tailor the welcome text for your
customers. Let's turn the text off and back on, and then customize it for your customers.

Community tip! When you have the welcome text turned on and the forums search box turned on,
the search appears bel ow the welcome text by default. If you want to move the search box above the
welcome text, check out this code snippet Nick Houldsworth shared in our community forums!

To hide or show introductory text on your Web portal

1. Click theM anageicon (ﬂ’) in the sidebar, then select Channels.
2. Inthe Web portal section, click Edit.

3. Deselect Show in the Introductory text on portal home page section.


https://support.zendesk.com/entries/21111188-how-to-move-the-homepage-forum-search-above-the-introduction-text
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Channels ' Web Portal

Introductory text on portal
heme page

Ferums name

Forums on home page

Forum search on portal
home page

Pinned topics on portal
home page

Forum comments

™ Show
Yvith this option you can show'ide hide
Introductony text shown to your end-users on the home

page

uncheck this for now

Forums

The title of your forums as yo
Forums™. Rename if you v

Sets how your Forums
and Forum articles

&.q. "Knowledge Base™ or

display on your

homepage.

™ Show
Show a categonzed list af all your Forums on the poral
home page, allowing your customer to quickly get their
Questions & ldeas heard, or simply get some help from

knowledge base articles

 Show
Enabling this allows your users to search the forums via a

large search box on the top ol the home page

™ Show

Display all topics you've marked as "pinned” on the home

page. The order will be chronological

® Display both topic titles and content

Show pinned topic itles as well as their full content. Note
this will display the full length of the topic on the home
page.

() Only list the topic titles

Show anly pinned topic tiles, bul not their content

| Reverse order
Comments in topics are shown last-to-first ifenabled and
first-to-last if disabled

Save

The other settings on this page relate to your forums. We'll work on customizing your forums

|ater.
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4. Click Save at the bottom of the page.
5. Click Home in the menu bar to view your Web portal. Notice that the welcome text is gone.
6. Repeat these steps to show the welcome text again.

To modify introductory text on your Web portal

1. Click your user icon in the upper-right corner of the page header, then select Go to web
portal.

2. Click Edit to theright of the introductory text.

3. Edit the text with your own personal message.

In addition to a welcome message you might want to give customers other information, such
as contact methods and support options.

4. Click Save (below the text) when you are finished.

5. Click Hometo view your Web portal. Y ou how have a custom message to welcome your
customers.

Now that you've customized your introductory text, let's customize your support request form.

Adding a custom field to your support request form

Y ou can customize the form that customers compl ete when they click Submit a Request in your
Web portal. Thisis one way customers contact your support team with support requests. These
requests become tickets in your Zendesk.

HOME KNOWLEDGE BASE SUBMIT A REQUEST CHECK YOUR EXISTING REQUESTS

Submit a request

Subject*

Description *

Please enter the details of your request. A member of our support staff will respond as soon as possible

Attachment(s)
Attach file »

[ Submit )

To customize this form, you need to add custom fields to tickets. Any custom ticket fields you make
visible to end-users appear on the support request form in your Web portal .
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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.

Let'sadd a custom field that asks the customer to categorize the type of issue they have: product,
billing, order, technical, or other.

Toadd a custom field

1

Click the Manageicon (ﬁ) in the sidebar, then select Ticket fields.

This page shows all the ticket fields. Notice that there are more fields here than in your
support request web form. As mentioned before, only the fields that are visible to end-users
appear in the web form. All the other fields are visible to agents only. The Subject field, for
example, isvisible to end-users and agents, whereas, Statusis visible to agents only.

Click Add custom field in the upper-right corner.

In the custom field page, click Select beside Drop-down list. (You might have to scroll to
theright.)

Thetype of field we're adding is a drop-down list.
In the For agents section, enter "Support Category” as the Field title shown to agents.

Thisistheinterna title agents will see when they view the ticket. Thisis not the title that
customers will see in the support request form.

Click Visiblein the For end-users section. A couple more options appear.

Enter aTitle.

Thisisthe label that will appear beside the drop-down list in the support request form. In this
case, enter "What are you writing us about?' because you are creating a drop-down list to
categorize your support requests.

Select Editable so that end-users can edit thisfield.

In the Description field that appears, enter a description for your custom field.

For example, enter "Please specify the question or issue you have."
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Drop-down field

For agents Suppoart Category
Field title shown o agents.
Required
Field cannot be blank when an agent solves a ticket
For end-users o Visible
The field is visible 10 end-users on their ticket page
Title

Whar are you writing 1o us about?

& Editable

Fiedd can be edited by the end-user when submitting a ticke! onhng

Description [optional)

Plaase spacily the question or issue you have

 Required
Th @nd-Uuser equired o enter a value Tor this Teld when submitting a ticke! onling,

9. Now, inthe Field options section, in Title, enter a value you want to appear in the drop-
down list, then press Tab and the Tag field automatically compl etes.

For this example, enter "Billing issue" asthetitle.
10.Click the Plus (+) to add another value and repeat this step until you've added all the values
you want in the drop-down list.

For this example, enter the values Product question, Wholesale orders, Technical issue, and
"Other".
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Field options

On the ticket form, 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.

Title: Product Question Tag: product_question ﬁ
Title: | Billing lssue Tag: | billing_issue H
Title: = Wholesale Orders Tag: | wholesale_orders d
Title: | Technical Issue Tag: | technical_ssue d
Title: | Other Tag: | other ﬁ

11.When you finish, click Add field.

Now that you've customized your support request form, let's start setting up your forums. Y our
forums give your customers an aternative to contacting your support team.

Customizing your forums

Forums are collections of topics that might include news and announcements, knowledge base
articles, community questions and comments, and frequently asked questions (FAQS). Y ou can have
multiple forums on your Web portal.

Y our forums give customers an opportunity to self-serve, by giving them information, and
potentially answering their questions, before they contact your support team. The forums occupy a
large portion of your Web portal. Y ou can also access your forums by clicking Forumsin the menu
bar.

When you set up your Zendesk , there are already some forums set up for you: Announcements,
Community Help, Tips & Tricks, Feature Requests, and Agents Only. Y ou can use any or all of
these. You can delete, add, and edit forums and forum categories. How you organize your forums
content depends on your business and the amount and type of content you provide.

Removing and editing forums

Let's start customizing your forums by deleting one of the existing forums and changing the name of
another one.

Toremove an unused forum

1. Click your user icon in the upper-right corner of the page header, then select Go to web
portal.

2. Click thetitle of the forum you want to remove (Community Help, for example).

3. When the forum opens, click Edit in the upper-right corner.

4. Scroll to the bottom of the page and click Delete.
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5. Click OK in the confirmation box to delete the forum.

Y ou can repeat the steps as needed to remove other forums. Let's keep the Agents Only forum, but
let's change the name to Internal Docs.

To change the name of aforum

1. Click your user icon in the upper-right corner of the page header, then select Go to web
portal.

Click thetitle of the forum you want to change (Agents Only, in this case).

When the forum opens, click Edit in the upper-right corner.

In Forum title, enter anew name (Internal Docs, for example).

In the Rolerestrictions section make sure Agentsonly is selected.

ak~owpn

This means that only agents can see this forum, not end-users.
6. Click Update forum at the bottom.

Now let's add aforum and create atopic in that forum.

Adding forums and forum topics

As mentioned earlier, you can have multiple forumsin your Web portal. For example, you might
want to create separate forums for each of your product lines. Let's add aforum.

Toadd aforum

1. Click your user icon in the upper-right corner of the page header, then select Go to web
portal.

2. Click the Forumstab.

3. Select Actions> Add forum just above your forums.

Owverview | Recent & Add Category
(what's a category?) v actlons
Add forum
Agents Only (0) » &4 Announce Reocrder forums
Mo topics found - add & new topic » No topics found - add & new topic »

4. Enter aForum title. In this case, let's enter the product type Digital Compact Cameras.
5. Enter aDescription.



30 | Getting Started with Zendesk® | Customizing your Web portal

This description will be visible to usersin the right column when the user is viewing this

forum.

Forum title

Digital Compact Cameras

Description

Order by

Role restrictions

User property restrictions

Learn to shoat high-quality shats with MondoCam ZenShot digital cameras.

& brief descripion of lopics relevant for this Torurr

Mast helpful first (as voted by users)

Who can view topics in this forum?

= Everybody Logged-ir

Who can create new topics (n this forum?

'.EJ Logopesd-in wsars Unrestricled

Restrict access to organization

iNone) |

Basic HTML allowed

Restrict access to end-users and arganizations with all af the fallawing tags

Add forum

Those are the only options you need to complete for now. Wel'll talk about some of the other

options later.

6. Click Add forum at the bottom.

Y our new forum opens. The forum title is at the top and the forum description isin the
right column. The search field enables users to search content in this forum (when you add
content!). Forum topics will appear in the main area.
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s Malaon | 1T daye balt b il | peolils | halp | lepoul
= MondoCam

HOME FORLNS HANAGE SETTINGS B RECENT WIEWS. & uew
Forum Title and Mavigation

Forums / Digital Compact Cameras L Digital Compact

Search Enoot high-guakity digital photos

camara achnology, tyle and sasa
of use, Mor3oCams opacs, DI
PrCCRESOr ARG siunning dasion

Mo lopics found maiox ZanShot digital camoras e
best chaucs o phalographacs al

List of Topics ARy v
Articles forum wish 0 emal
berriaris )
Forum Description

W Edit widQets on thia page

7. Click Hometo view your Web portal and see the new forum.

Creirdils Racan el ALk

Now let's add an article to our new forum.
Toadd aforum article

1. Inthe Digital Compact Cameras forum you just created, click the Add article button.

2. Enter an articletitle.

3. Enter the body content. Y ou can write new content or you can copy and paste existing
content.

4. Select Disable comments so that users cannot comment on this topic.

For this example we want customers to submit tickets with questions instead of posting them
as comments.
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Title
What operating systems are compatible with my camera?

Which forum does this topic belong to?

Digital Compact Cameras | 3

Text
2 | Format | B F U #x, x| = iE == =
MondoCam digital cameras (both SLR and compact types) are designed for use with most major computer operating m

systems such as Windows 98 Second Edition, Windows ME. Windows 2000, Windows NP, Windows Vista (including x64),
and Mac OS5 10.1 and up.

Please visit the MondoCam Driver Library and select your model. From your models page select the
Drivers/Software link to open a new window which will detail the available drivers as well as the
software applications for your product using the operating systems supported by MondoCam.

Paih: y

Tags Use tags to boost search results for specific words and to relate topics with other topics

™ Disable comments? do not allow users to add comments
=] Pin to home page? pin topic 1o the home page of the help desk
O Highlight in forum? highlight topic in forum

Attachment(s)
Attach file »

5. Click Add at the bottom.

Y our new forum topic opens for you. Y ou can edit the topic anytime by clicking the Edit link
in the upper right of the article.

Now, let's organize your forums a bit more by adding categories.

Creating a forum category

Depending on the size of your business and the amount of content you have, forums can be
organized into categories. Y ou can have multiple categories in your Web portal, with multiple
forumsin each category.

Let's create a category called Knowledge Base and move our new forum into it. Creating aforum
category is similar to creating a forum.

To create aforum category
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1. Click your user icon in the upper-right corner of the page header, then select Go to web
portal.

2. Click the Forums tab.

3. Click Add category on the upper-right side.

4. Enter acategory title. In this case, enter Knowledge Base.

Thetitle will be visible as aheading in your forums.

Knowledge Base »

Digital Compact Cameras (1) »

[! What operating systems are compatible with my camer

5. Enter acategory description.
6. Click Add category at the bottom.
7. Click Home to view your Web portal to see your new category.

Now, let's move the forum we created to our new category.
To move aforum to another category

1. Inyour forums, click the title of the forum you want to move. In this case, click the Digital
Compact Cameras forum you just created.

2. Click Edit in the upper-right corner.

3. Inthe Category section, select the Knowledge Base category you just created from the drop-
down menu.



34 | Getting Started with Zendesk® | Customizing your Web portal

Forum title

Digital Compact Cameras

Description

Shoot high-quality digital photos with MondoCam ZenShot digital cameras. MondoCam ZenShot cameras offer the best in digital
camera echnology, style and case of use. MondoCam's optics, DIGIC processor and Stunning design make ZenShot digital cameras
the best choice for photographers at any level,

A brief description of topics relevant for this forum. Basic HTML

LT T T A T S ——
(MNone) dn

+ Knowledge Base

4. Click Update forum at the bottom.
5. Click Home to view your Web portal and see that the forum has moved to the new category.

Now, let's decide which forum topics you want to appear on your Web portal home page.

Pinning forum topics to your Web portal

Earlier we customized the welcome message and the forums. There's one more item on the Web
portal we haven't looked at yet: the topic titled "For Y our Eyes Only".

For Your Eyes Only
Mati Nelson Apr-13 = Agents Only (unpin)
This topic was posted o the restricted Agents Only forum in your help desk and pinned 1o the home page. The toplc s

visible o help desk agents only, nol your customers. Edit it to your liking - you typically want to pin announcements and
other news related toplcs.

The home page is the landing page for both agents and customars. It can be customized by help desk administralors o
e.g. include a search box, enabling users to easily find help in the forums

Thisforum topic is part of aforum that is visible to your agents only, not your customers. And this
topic islocked (or pinned) to the Web portal. So, how do you control what is shown on and who can
view it?

For each forum you can indicate who can view that forum. This enables you to control what

content people see. For example, you can make an internal forum for topics about product bugs and
workarounds. Or you can create an internal forum with pricing and product release information. The
viewing permission you set applies to the entire forum, not individual topicsin the forum.

Y ou can also indicate which topics you want to appear on the Web portal on a topic-by-topic
basis (up to three topics for each forum). Thisis called pinning atopic. For example, you might
want to display the three most recent topics. Or you might want to display an important release
announcement until the release date.

To set viewing permission for aforum
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Click your user icon in the upper-right corner of the page header, then select Go to web
portal.

Click thetitle of the forum you want to modify.

Click Edit in the upper-right corner.

In the Rolerestrictions section, click Agents only to make the forum available to agents
only.

Click Update forum at the bottom.

Click Home to view your Web portal; log out to make sure the forum isn't visible to end-
users.

To pin aforum topic to your Web portal home page

1

a LD

6.

Click your user icon in the upper-right corner of the page header, then select Go to web
portal.

Navigate to the forum article you want to pin.

Click Edit in the upper-right corner.

Select Pin to home page.

Click Update.

Click Home to see that the forum topic is there.

To unpin aforum topic on your Web portal home page

1. Click your user icon in the upper-right corner of the page header, then select Go to web
portal.
2. Locate the forum topic on the page and click Unpin under the topic title.
The forum topic disappears from your Web portal but the topic is not deleted. It's till part of
your forums.
Summary

In this lesson you customized your Web portal. First, you modified the welcome message. Then you
turned your attention to the two main ways your customers can get help through your Web portal:
the support request web form and the forums.

Y ou customized your support request web form and you set up your forums. Finally, you decided
which content should appear on your Web portal.

Next Lesson: Working with views
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Chapter
4

Working with views

In thislesson you'll learn how you can use views in your Zendesk to organize your tickets.

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 regquester), and unsolved. Zendesk
provides some pre-defined, editable views. Y ou can aso customize your own.

Views are essential for managing the ticket workflow because they allow you to create meaningful
groupings of tickets as they comein to tyour Zendesk and as they are managed through to resolution.

Welll start by editing one of the pre-defined Zendesk views to show which unsolved tickets are open
(require our attention) and which are pending (require information from the customer). Then welll
deactivate some of the Zendesk views.

Selecting views

There are a pre-defined set of views for the essential day-to-day running of your Zendesk. These
include:

¢ My unsolved tickets

* Unassigned tickets

e All unsolved tickets

» Recently updated tickets

* Unsolved ticketsin your groups

* New ticketsin your groups

* Pending tickets

» Recently solved tickets
Y ou can use these views, along with any that you create, to manage and view your support tickets.

To seeall of your views, click the Viewsicon (=) in the sidebar.
Let'suse aview to open an unsolved ticket.
To select the unsolved tickets view

L. Click the Viewsicon (=) in the sidebar.

Thefirst 12 of your shared views and 8 of your personal views appear in the list.
Administrators create shared views for al agents to use or for a specific group of agents.
Agents create their own (personal) views.

2. Click My unsolved ticketsfrom the list of viewsto see the ticketsin that view.

A list of all your unsolved tickets appears.
3. Open the test ticket from Zendesk titled "Welcome to Zendesk."



38 | Getting Started with Zendesk® | Working with views

Theticket details appear.
That'sit. You used aview to open aticket!

Important If you only have one ticket in your My unsolved tickets view, go ahead and create
another test ticket. Y ou need more than one ticket in this view to complete the rest of the lesson. If
you aready have more than one ticket in this view, you're ready to continue!

Now let's edit one of the pre-defined Zendesk views to make it more useful to you.

Removing unused views

The pre-defined Zendesk views are based on customer service best practices. Y ou can see the list of
views when you click the Viewsicon (=) in the sidebar.

Y ou don't have to use all of these views, if you don't want to. Y ou can remove any unused views so
they don't clutter your list of views. And you can always add views back to the list, as needed. When
you remove aview, you don't actually delete the view; you deactivate it is so that it doesn't appear in
thelist.

Let's remove the two views that involve groups because you haven't set up groups yet.

Toremove an unused view

1. Click theM anageicon (ﬁ) in the sidebar, then select Views.

2. Position your mouse over the New ticketsin your groups view, then click the Deactivate
link that appearsto the right. (Y ou might have to scroll to the right to see the deactivate
option.)

The view moves to the | nactive views section at the bottom.
3. Now position your mouse over the Unsolved ticketsin your groups view, then click the
Deactivate link that appears to the right.

At any time you can reactivate a view by clicking the Activate link to the right.

4. When you are finished, click the Viewsicon (=) in the sidebar to see that the two views you
deactivated have been removed from the list.

Let's keep the remaining viewsin the list:

e My unsolved tickets

* Unassigned tickets

* All unsolved tickets

» Recently updated tickets
* Pending tickets

* Recently solved tickets

Notice the Unassigned tickets view. All ticketsin Zendesk must eventually be assigned to a support
agent. But when new tickets comein, they are unassigned (unless you are the only agent in your
Zendesk or you have set up rulesto automatically assign tickets) and you can find them in the
Unassigned tickets view. We'll discuss ticket assignment more in the next lesson.
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Summary

In thislesson, you learned about using views to manage tickets in your Zendesk. Y ou edited an
existing view and you deactivated two views.

Next Lesson: Assigning tickets to agents
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Chapter
)

Assigning tickets to agents

In thislesson we'll briefly review the different types of users. Then you'll start building your support
team by adding an agent to your Zendesk.

Wel'll also talk about how to manage your tickets—specifically, how to assign tickets to agents

on your support team. Each ticket within Zendesk has to be assigned to someone. Finally, well
talk about how you can automate some of the ticket assignment process. To do so, you'll create
something called atrigger to automatically assign tickets based on the type of question or problem
the user has.

Now, let's get started by talking about the different usersin your Zendesk.

The types of user roles in Zendesk

Y our Zendesk defines a number of user roles that are key to managing the people who generate
support requests, those who resolve them, and the tickets themselves.

You can see al of your usersin the People page. Users and people are essentially equivalent terms;
it's the broadest definition for all people who use your Zendesk. In the People page you add new
users, define their roles and privileges, and then organize them using groups and organizations.
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Latest

~ Susan Bigshot

- assume | edit
n  KellyH

: assume | edit
7 Paula Myo

- o ASSUMe edit
A MondoCam (1 et
::f':’ Support (1) edit
7~ Matt Nelson at MondoCam edit

Notice the People page uses different icons to represent the different user types. The user types

include;

End-user or Customer These people generate support requests from any of the available
support channels (Web portal, email, Twitter, etc.). They don't have access to any of the
administrator and agent features. They can only submit and track tickets and communicate
with agents. Y ou can add end-users manually, but in most cases they are added automatically
when the user sends a support request.

Agent These people run your day-to-day support. They are assigned tickets and interact with
customers as needed to resolve support issues. The agent's role and privileges are defined by
administrators.

Administrator These people are agents with additional privileges to set up, manage, and
customize your Zendesk. Administrators also design and implement the ticket workflow.
Where an agent's primary function is to interact with end-users and resolve support requests,
administrators may do that as well as set up and manage the workflow.

Account owner Thisisthe owner of the account and a special type 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 that other administrators do not, such asinvoicing, payment options, and
benchmarking for the account.

Each user has different privileges depending on their role and job function. For more information
user roles, see Understanding Zendesk user roles.


https://support.zendesk.com/entries/20055812-understanding-help-desk-user-roles
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Adding support agents

Now it's time to add an agent to your Zendesk. Remember, an agent's primary function isto interact
with end-users and resolve support requests.

To add an agent

1. Hover over the +add tab in the top toolbar, then select User.

New...

Ticket
User

Organization

Recently viewed tickets...

Problems using the XR50
Hypershot
2. Enter the agent's Name and Email, then click Save.

Tip! Consider creating atest agent account instead of adding areal agent now. It might be
helpful to add atest user in each role for set up and testing purposes. If you do set up test
users, use hames like Johnny End-User and Mary Agent so they are easily recognizable as
test accounts.

New user

MName

Email

3. The new user is added. The user receives awelcome email and verification link to signin for
the first time and choose a password. Now let's make the new user an agent.

4. Inthe new user's profile, change the Role to Agent and notice the options in the top section
of the profile change. Let's ignore those options for now.



44 | Getting Started with Zendesk® | Assigning tickets to agents

Role | End-user -
End-user
Access | apang A

Administrator

5. Inthe next section of the profile, click Add a contact, then select Phone.

Email bbob94102@gmail.com

Add contact

Email

Tags

Coogle

Org. Twitter
Language
Time zone
Details
Notes

6. Enter a phone number for the agent.
7. Enter other information if you'd like, or leave it blank for now.

All of the agent's profile information is automatically saved as you enter it, so when you finish
updating the profile, you can simply navigate away.

Tip! You can add users manually or you can do a bulk import of users. For more information, see
the section on Bulk importing users and organizations in the Zendesk User's guide.

Manually assigning tickets to agents

One common ticket workflow you'll want to set up early is how tickets get assigned. In Zendesk,
each ticket must eventually have someone assigned to it. That way someone takes ownership of the
support request.

When you were the only agent, all tickets were automatically assigned to you. Now that you have
added another agent, you must assign the tickets. Incoming tickets are in waiting in the Unassigned
ticketsview.

Let's create a new test ticket. Instead of submitting the ticket through email, this time pretend you
are on the phone with a customer and create the new ticket manually. Imagine the customer has a
billing issue and you want to assign the ticket to your new agent, who is your billing expert.


https://support.zendesk.com/entries/20065732-bulk-importing-users-and-organizations
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Tocreate atest ticket to assign to an agent
1. Click the +add tab in the top toolbar,
2. Enter a Subject for the ticket. For example, "Double charge on credit card.”
3. Add aDescription about the caller's billing issue. For example, "This customer has a double-
charge on their credit card for their order."
4. Intheticket properties panel, enter a Requester name.

Asyou enter a name, matching users in your Zendesk are displayed so that you can choose

one. If the user is not in your Zendesk, you can click the New icon () in the sidebar, then
select User to add the user. After you add the user, click the New Ticket tab to return the
ticket you were working on.

5. Intheticket properties panel, you can select an Assignee by typing a name or using the arrow
to browse to a name.

In this case, enter the name of the new agent you added in the previous section.
6. Changethe Typeto Incident and set the Priority as High.
7. Click Submit as New.
The new ticket is created. Zendesk automatically sends the assigned agent an email notification.

Ticket #5: Double-charge on credit card

You have been assigned to this ticket (#5).

To review the status of the ticket and add updates, follow the link below:
hitp:imondocambefore zendesk.com/tickets/s

Matt Nelson, Apr-18 20:38 (EDT):

| just got off the phone with this customer who is seeing a double-charge on their credit card.

The agent can either follow the link in the email or respond directly to the email.

In addition to assigning tickets manually, asthey are created or as they comein, you can set up a
trigger to automatically assign agents based on certain ticket criteria. Let'stry that now.

Automatically assigning tickets to agents

Now that you know how to manually assign tickets, let's make the process more efficient by
automating some of it.

To automatically assign tickets, you need to create atrigger. 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. In this case, you'll create atrigger to automatically
assign tickets about billing issues to a specific agent.

Triggers contain conditions and actions. Y ou combine theseto create ‘if’ and ‘then’ statements (if
the ticket contains a certain set of conditions then the actions make the desired updates to the ticket).
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Y ou build condition and action statements using ticket properties, field operators, and the ticket
property values. Only administrators can create and manage triggers.

Let's create atrigger that will automatically assign billing issues to a specific agent.

Creating a trigger

To build our trigger, we'll use the tag that was created when you added the custom web form field in
Customizing your Web portal. If you didn't complete that lesson, you can do so now, or you can base
your trigger on an item that already existsin the ticket.

Thistrigger will identify any tickets with the billing tag (which is based on the custom field) and
assign them to a specific agent (the one you just added) who specializesin billing issues.

Toadd atrigger

1

o

- Click the Manage icon (ﬁ) in the sidebar, then select Triggers.
2. Click Add Trigger.

3.

4. Under Meet all of the following conditions select Tags.

Enter aTrigger title for your trigger. For example, "Auto-assign to Billing."

Two more fields appear. Leave the middle field set to Contains at least one of the
following.

Inthelast field, enter atag. For example, "billing_issue."

Click the Plus (+) to add another condition.

Select Ticket isin thefirst field, then select Created in the second field.

Thisisimportant. A ticket can only be created once, but it can be updated many times. Y ou
want this trigger to run only when the ticket is created.

In the Perform these actions section, select Assignee, then choose the hilling specialist
agent you added earlier.
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Trigger title

Auto-assign to Billing

Meet all of the following conditions:

Tags & Contains at least one of the following = billing_issue d
Ticket is... L Created % d

Meet any of the following conditions:

== Click to select condition == H d

Perform these actions:

Assignes H Matt Agent H ﬁ

- -.
| Create

9. Click Create Trigger to create your new trigger.

Y our new trigger is added to the end of the list of triggers. Now anytime aweb form is submitted
with the billing tag, it will automatically be assigned to your billing agent.

Now you'd probably like to make sure that your billing agent is notified when aticket is assigned.
Remember that Zendesk comes with a pre-defined trigger called Notify assignee of assignment.
Thistrigger sends email to the assignee when aticket assignment is made, so you don't need to
create your own trigger to do this.

Triggers can work together; one trigger can trigger another. In this case, you created the Auto-assign
to billing trigger that assigns billing tickets to a particular agent. As soon asthat trigger executes,
making an assignment, you want the Notify assignee of assignment trigger to execute and send

the notification email to the assignee. But triggers execute according to how they are ordered in the
triggers list, so it'simportant to make sure you have them in the right order.

Let'slook now at how you can reorder triggers to make sure they firein the right order.

Ordering triggers

When aticket is created or updated, Zendesk runs through al the triggersin order. So it's important
to make sure your triggers are in the right order.
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In our example, we want the Auto-assign to billing trigger we created trigger to execute before

the Notify assignee of assignment trigger. Thiswill ensure that when a customer submits a billing
issue ticket, it will first be assigned to the billing agent, and then notification email will be sent to the
assigned agent.

New triggers are added to the bottom of the triggerslist. Let's move the Auto-assign to

billing trigger from the bottom so that it is above the Notify assignee of assignment trigger.

Toreorder triggers

1. Click theM anageicon (‘ﬂ) in the sidebar, then select Triggers, if you are not already in the

Triggers page.

2. Click Reorder at the bottom of the list of active triggers.

3. Click the Auto-assign to billing trigger and drag it above the Notify assignee of
assignment trigger.

Mty arnain of assinnmean
Auto-assign to Billing

4. Click Done.

That'sit. Now these two triggers will execute in the right order. Remember to check the trigger order
every time you add atrigger. And it's agood practice to test your triggers after you create them.

Finding unassigned tickets

Unless you create triggers to automatically assign all your tickets, you will haveticketsin

your Unassigned tickets view. Thisview contains al unassigned tickets, including those created
automatically through channels such as email and Twitter. In Zendesk, each ticket must eventually
have someone assigned to it.
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You'll need to define aworkflow for how tickets are assigned in your Zendesk. Thiswill probably
depend on the number of agents you have and the volume of tickets you receive.

Y ou can implement a manual assignment workflow (you might have agents go through unassigned
tickets and self-assign or you might have one or more people triage the list and assign agents.) an
automatic assignment workflow (you might set up triggers to make assignments like we did in the
previous section), or amix of manual and automatic.

Figure out what makes sense for your Zendesk. And if you are doing manual assignments, don't
forget to make sure someone is responsible for checking the Unassigned tickets view on aregular
basis!

Conclusion

In this lesson we reviewed the types of usersin Zendesk. Then you added a new user, an agent, to
your Zendesk.

Next we talked about assigning tickets. Y ou manually assigned aticket, first, then you set up a
trigger to automatically assign certain tickets to you new agent. Y ou learned how triggers work and
the importance of the order of triggers. Finally, we talked about where to find unassigned tickets.

If you've completed all the Getting Started lessons, check out the next section for more information
about where to go next.
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6

Where to go next

There are a number of resources to help you set up and use Zendesk. And you can contact support if
you have specific issues or questions.

General resources

These are the best resources to learn about setting up and using Zendesk:

* Using Zendesk is the definitive documentation on al the Zendesk features.

* Zendesk webinars are live demonstrations and question and answer sessions about using
Zendesk and its features.

» Zendesk support forums contain comments, questions, and active discussions about Zendesk
best practices and features.

Specific resources

Here are some resources on specific topics that might be of interest to you after you get started.
Topics include streamlining your workflow, gaining business insight with reporting, and extending
your help desk with integrations.

* Managing your support workflow (Using Zendesk)
« GoodData for Zendesk (webinar)

e Intermediate Zendesk (webinar)
e Zendesk Integrations Overview

Support options

Zendesk support agents are on hand to answer gquestions and offer advice. While you arein your trial
period, you have all the features and support of the Plus+ plan.

Depending on your plan, you can contact Zendesk these ways:

*  Our support web site: http://support.zendesk.com (Starter, Regular, Plust, Enterprise)
* Email: support@zendesk.com (Regular, Plus+, Enterprise)
» Phone (Plus+, Enterprise)

+ +1(415) 418 7506

e +44 20 3355 7960
* +6139008 6775


https://support.zendesk.com/categories/12128-using-zendesk
http://zendesk.com/webinars
http://support.zendesk.com
https://support.zendesk.com/forums/20004401-managing-the-help-desk-workflow
http://www.zendesk.com/blog/gooddata-for-zendesk-twice-the-help-desk-data
http://www.zendesk.com/blog/webinar-creating-ticket-fields-tags-custom-reports-and-more
http://www.zendesk.com/integrations
http://support.zendesk.com
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*  Skype: zendesk
*  Twitter: http://mwww.twitter.com/zendesk
* Facebook: http://mww.facebook.com/zendesk


http://www.twitter.com/zendesk
http://www.facebook.com/zendesk
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