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Describe Work Through Leverage
Zendesk the Ticket Agent Tools
Support Lifecycle




Describe Zendesk Support

Define The Zendesk Big Picture

Review the Agent Dashboard

Locate Content Using Search
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Describe the Big Picture

Zendesk family of products
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Describe the Big Picture

User roles

(D

End-users
submit tickets. They have
questions of issues that
need to be addressed, and
agents respond.

X

Agents
respond to end-users and
primarily solve tickets.

O

Administrators
are the managers of your
Zendesk. They have the
same capabilities as agents.
They can also define shared
views, manage users, etc.



Describe the Big Picture

Agent groups

Level 1 Support Finance




Describe the Big Picture

End-user organizations
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Describe the Big Picture

End-users converse with agents through tickets
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Describe the Big Picture

Interfaces for user roles

End-user Agent Administrator



Describe the Big Picture

Differences in the agent interface due to role

The Agent’s The Admin’s
Experience Experience



Demo

Navigate Zendesk



Describe the Big Picture

Use homebridge.zendesk.com/agent
to go directly to the agent interface.



Navigate the Agent
Dashboard



Navigate the Agent Dashboard

Add tickets and users

View workload summary and weekly totals Access to your profile

Recent updates

Navigation bar

View of tickets requiring
your attention



Demo

Navigate the agent dashboard and agent profile



Navigate the Agent Dashboard

View your agent dashboard and profile

1. Open your agent interface. If not already there, click the house icon to get the
agent dashboard.

2. Click to open a ticket listed under the “Tickets Requiring your Attention” view.
When ready, close it out by clicking the “x” in the ticket’s tab.

3. Click on your avatar, then view your profile page.

4. Add a signature and close your profile.
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Locate Content Using Search




Locate Content Using Search

Search results and advanced filtering



Demo

Run a search



Locate Content Using Search

1.

Run a search

Click the Search icon.
. Enter search criteria and run a search.

Select the type of content you’re looking for using the tabs across the page.

AW ON

Use filtering options to narrow down the results if necessary.



Describe Zendesk Support

Define The Zendesk Big Picture

Review the Agent Dashboard

Locate Content Using Search
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Work Through
the Ticket
Lifecycle

Leverage
Agent Tools



Work I'hrough the licket Litecycle

Create a Ticket
Locate and Populate Ticket Information

Respond to and Resolve a Ticket



Create a Ticket



Create a Ticket

Channels of ticket creation

Written Live Social Media Advanced
A (G {F @
Ema il Chat Facebook API
(@ HeIp)
"0
Widget Talk Twitter Mobile SDK
Help Center Channels
Integrations




Create a Ticket

Ticket status indicates where
the ticket is in it's lifecycle.



Create a Ticket

Ticket status

The ticket was received, but it probably needs to be triaged and has not been
assigned to an agent.

_ New

The ticket has been assigned to an agent who is working to resolve it.

More information is needed from the end-user to continue resolving the ticket
(commonly a follow-up question).
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©laMalelle The ticket is awaiting a resolution from a third party (optional).

Solved The issue has been resolved. Solved tickets can be reopened if necessary.

The ticket is complete and can't be reopened.

D
AN




Create a Ticket

Ticket lifecycle
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Create a Ticket




Demo

Create a ticketin the agentinterface



Create a Ticket

Create a ticket

1. Click the “+ Add” tab to open a new ticket.

2. Click the requester field, then "Add user” to create a new end-user to be the
requester of this ticket.

3. Add a subject and description.
4. Submit the ticket with new status.

5. Note the ticket ID, status, requester, and organization across the top.



Create a Ticket
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If an end-user contacts you about multiple issues, create
a new ticket for each issue. This allows for easier
escalations, better reporting, and simpler conversations.



| ocate and
Populate licket
INnformation



Locate and Populate Ticket Information

The ticket properties panel stores information
about the ticket and the requester’s issue.



Locate and Populate Ticket Information

Conversation participants

]

Requester
User whose question or issue is being addressed in this ticket.

Carbon Copies (CCs)
Other users involved in the conversation



Locate and Populate Ticket Information

Ticket fields and tags

Tags
Words used to classify the ticket (internal only).

Type
: System field that categorizes tickets into four different kinds:
:]:] question, incident, problem, and task.

Priority

System field that categorizes tickets into four different priorities:
low, normal, high, and urgent.



Locate and Populate Ticket Information

Agent collision



Demo

Populate fields in the properties panel



Locate and Populate Ticket Information
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Take a ticket and add information

Find your previously submitted ticket.

. Set the Assignee field to yourself.

Set the type and priority fields as appropriate.
Submit the ticket as Open.

. Look at the ticket’s event log to see what these changes look like.



Locate and Populate Ticket Information
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Fill in ticket fields as early as possible to make that
information actionable in business rules and reporting.
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Respond to and Resolve a Ticket

Add a comment and formatting



Respond to and Resolve a Ticket

Insert images inline with text



Respond to and Resolve a Ticket

Ask another agent

Add an agent to
the conversation

Transfer ownership
of the ticket



Demo

Add comments and solve a ticket



Respond to and Resolve a Ticket

Solve a ticket

1. Write a public reply to your requester that resolves the ticket’s issue.
2. Use the editor to format your response however you'd like.

3. Submit as Solved.



Respond to and Resolve a Ticket

If you're confident you've resolved the end-user’s
issue, mark the ticket as solved rather than using
pending status and waiting for confirmation.



Respond to and Resolve a Ticket

Closed ticket



Respond to and Resolve a Ticket

Follow-up tickets



Work I'hrough the licket Litecycle

Create a Ticket
Locate and Populate Ticket Information

Respond to and Resolve a Ticket
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Leverage Agent lools

Organize Tickets Using Views
Update Tickets Efficiently with Macros

Manage Ticket Queues

Work with Suspended Tickets

Utilize Apps and Shortcuts |
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Organize Tickets Using Views

Views organize tickets based
on specific criteria.



Organize Tickets Using Views

Use views



Organize Tickets Using Views

Construct a view



Demo

Creagte a view



Organize Tickets Using Views

Create a personal view

1. Navigate to Admin > Manage > Views, then click ‘Add View.’

2. Enter a title and and select the conditions of your choice using the two
condition areas.

3. Under ‘Formatting Options’, choose the columns of information you'd like to
display in your view, and edit the grouping and ordering criteria if needed.

4. Under ‘Available for’ select ‘Me only’ and save the view.



Organize Tickets Using Views

o

As an admin creating views, use (current user) and (current
user’s groups) for values in the conditions to have the
views dynamically change based on the viewer.
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Update Tickets Efficiently with Macros

Macros are pre-prepared sets of actions
that can be applied to a ticket quickly.



Update Tickets Efficiently with Macros

Add a macro



Update Tickets Efficiently with Macros

Add internal notes



Update Tickets Efficiently with Macros

Incorporate placeholders into macros



Demo

Create a Macro



Update Tickets Efficiently with Macros

Create a personal macro

1. Within a ticket, click the downward arrow in the upper right and select ‘Create
as Macro.

. Add a placeholder to your macro comment.
Delete any ticket actions you don’t need.

Give the Macro a title, set to “Available to Me Only” and save.
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. Apply this macro to a ticket, then submit the ticket to save the changes.



Update Tickets Efficiently with Macros
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Create macros with a small number of actions
and apply multiple macros if necessatry.



Manage licket
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Manage Ticket Queues

Tools for queue management

5@533

Bulk Edit Delete Merge



Manage Ticket Queues

Bulk edit tickets



Manage Ticket Queues

Bulk edit tickets



Manage Ticket Queues

Delete junk tickets



Manage Ticket Queues

Deleted tickets view



Manage Ticket Queues

Merge tickets together



Demo

Merge tickets together



Manage Ticket Queues

Merge ticket together

1. Create two new tickets.

2. Merge these two tickets together. Before merging, review merge comments and
decide whether to make them public or internal.

3. Review tickets for merge results. If you merged tickets with different requesters,
verify that the closed ticket’s requester (if different) was added as a CC to the
ticket that remained unsolved.

4. (optional) Delete the remaining ticket.



Manage Ticket Queues

Check the merged ticket to ensure it has the
correct status; you may need to change it Open.
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Work with Suspended Tickets

Suspended tickets are communications from end-users
that have been put aside for further review.



Work with Suspended Tickets

Reasons for suspension

Sender is not a E]
person |
@ T

o ® ‘ .v
Sender is not O

allowed to create

or update a ticket { 23



Work with Suspended Tickets

Suspended tickets view



Work with Suspended Tickets

Recover or delete a suspended ticket




Work with Suspended Tickets

Sort the list by Cause of Suspension to easily
bulk update or delete similar suspended tickets.
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Utilize Apps and Shortcuts

Apps add functionality and integrate
other systems into Zendesk.



Utilize Apps and Shortcuts

User Data app



Utilize Apps and Shortcuts

Answer Suggestion app



Utilize Apps and Shortcuts

Pathfinder app
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Use shortcuts while ticketing



Pop Quiz

Where are places you can find tickets in Support?



Leverage Agent lools

Organize Tickets Using Views
Update Tickets Efficiently with Macros

Manage Ticket Queues

Work with Suspended Tickets
Utilize Apps and Shortcuts |
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