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v Get Started with Zendesk
Y > ¢ Add groups
N + Create and edit user roles*
< - ° «  Create business schedule(s)
* Create user fields
g . * * Add agents
4 < = Create Your Brand
« ! +  Create brand(s)
« ° Addsupport address(es)
s + Create custom ticket fields
+ Create and edit ticket forms*
< w ¢ + Create organization fields
> . * Import organizations
S + Create zendesk web widget
y) -
- Customize Your Support
« « Configure admin settings
> « Configure security settings
o « Add apps from the marketplace
° « Setup third party integrations
< - - Configure single sign on
> .
. Create Your Workflow
46 . "
* Create and edit triggers
« ¢ ¢ Create and edit automations
» ° CreateSLAs
s * Create and edit agent views
« Create and edit agent macros
4« w °
» . Build Your Brand
* - «  Customize your guide
4 < « Create content for your guide
, +  Create a community for end users
“ «  Customize your domain
» « Add your Facebook page(s) best practices
® « Add your Twitter account(s)
®
< - Launch!
’ ] : + Import end users
P - + Forward your email
- - Embed your widget
\ + Activate your guide

Tof 3


https://support.zendesk.com/hc/en-us/articles/203662076-Adding-custom-fields-to-organizations
https://support.zendesk.com/hc/en-us/articles/203661496-Adding-custom-fields-to-your-tickets-and-submit-a-request-form
https://fast.wistia.net/embed/iframe/vojyfiulfk?popover=true
https://support.zendesk.com/hc/en-us/articles/203908456-Using-Web-Widget-to-embed-customer-service-in-your-website#topic_pp3_pgd_bq
https://fast.wistia.net/embed/iframe/v0q4ao7san?popover=true
https://support.zendesk.com/hc/en-us/sections/200623816-Integrations
https://support.zendesk.com/hc/en-us/articles/203908456-Using-Web-Widget-to-embed-customer-service-in-your-website#topic_pp3_pgd_bq
https://support.zendesk.com/hc/en-us/articles/203662126-Streamlining-workflow-with-time-based-events-and-automations
https://support.zendesk.com/hc/en-us/articles/203663736-Setting-the-password-security-level-Professional-and-Enterprise-
https://support.zendesk.com/hc/en-us/articles/203663336-Adding-support-addresses-for-users-to-submit-tickets
https://support.zendesk.com/hc/en-us/articles/203908456-Using-Web-Widget-to-embed-customer-service-in-your-website
https://support.zendesk.com/hc/en-us/articles/203908456-Using-Web-Widget-to-embed-customer-service-in-your-website
https://fast.wistia.net/embed/iframe/v0q4ao7san?popover=true
https://support.zendesk.com/hc/en-us/articles/203661616-Creating-ticket-forms-to-support-multiple-request-types-Professional-Add-on-and-Enterprise-
https://support.zendesk.com/hc/en-us/articles/203662026-Using-custom-agent-roles-Enterprise-
http://training.zendesk.com
https://fast.wistia.net/embed/iframe/65yx6r2j50?popover=true
https://support.zendesk.com/hc/en-us/articles/203661556-Setting-up-your-Facebook-channel
https://support.zendesk.com/hc/en-us/articles/203661546-Setting-up-your-Twitter-channel
http://training.zendesk.com
https://status.zendesk.com
https://support.zendesk.com/hc/en-us/articles/203663916-Best-practices-The-importance-of-the-Ticket-is-condition-in-triggers
https://support.zendesk.com/hc/en-us/articles/203664086-Best-practices-Six-things-to-think-about-before-setting-up-community
https://support.zendesk.com/hc/en-us/articles/203661986-Adding-end-users-agents-and-administrators
https://support.zendesk.com/hc/en-us/articles/203661966-Creating-managing-and-using-groups
https://status.zendesk.com
https://support.zendesk.com/hc/en-us/articles/203661746-Zendesk-glossary
https://support.zendesk.com/hc/en-us/articles/213151677-Upgrading-to-the-new-Help-Center-Community
https://fast.wistia.net/embed/iframe/fw2zpnar1h?popover=true
https://support.zendesk.com/hc/en-us/articles/203662026-Using-custom-agent-roles-Enterprise-
https://support.zendesk.com/hc/en-us/articles/218939118-Best-practices-for-altering-your-custom-ticket-fields
https://support.zendesk.com/hc/en-us/articles/203661996-Bulk-importing-users-and-organizations#topic_svw_jdl_dc
https://support.zendesk.com/hc/en-us/articles/203663266-Forwarding-your-incoming-support-email-to-Zendesk
https://support.zendesk.com/hc/en-us/articles/203664356-Changing-the-address-of-your-support-website-on-Zendesk-host-mapping-
https://support.zendesk.com/hc/en-us/articles/203690796-Using-macros-to-update-tickets-and-chat-sessions#topic_vwc_cix_tb
https://support.zendesk.com/hc/en-us/articles/203663826-Single-sign-on-SSO-options-in-Zendesk
http://developer.zendesk.com
https://support.zendesk.com/hc/en-us/articles/203661616-Creating-ticket-forms-to-support-multiple-request-types-Professional-Add-on-and-Enterprise-
https://support.zendesk.com/hc/en-us/articles/203661986-Adding-end-users-agents-and-administrators
http://support.zendesk.com
https://support.zendesk.com/hc/en-us/articles/203663266-Forwarding-your-incoming-support-email-to-Zendesk
http://support.zendesk.com
https://support.zendesk.com/hc/en-us/articles/203690806-Using-views-to-manage-ticket-workflow
https://support.zendesk.com/hc/en-us/articles/203663946-Best-practices-for-driving-traffic-to-your-knowledge-base-and-community
https://support.zendesk.com/hc/en-us/community/posts/203459666-Fine-Tuning-How-to-provide-great-support-through-social-media
https://fast.wistia.net/embed/iframe/5b93robg38?popover=true
https://support.zendesk.com/hc/en-us/articles/218939118-Best-practices-for-altering-your-custom-ticket-fields
https://fast.wistia.net/embed/iframe/py66qpvytl?popover=true
https://fast.wistia.net/embed/iframe/gwswrnsiol?popover=true
https://fast.wistia.net/embed/iframe/nti16sjjd2?popover=true
https://support.zendesk.com/hc/en-us/articles/203661996-Bulk-importing-users-and-organizations#topic_svw_jdl_dc
https://fast.wistia.net/embed/iframe/bh06fnc3xd?popover=true
https://support.zendesk.com/hc/en-us/articles/213151677-Upgrading-to-the-new-Help-Center-Community
https://support.zendesk.com/hc/en-us/articles/203662066-Adding-custom-fields-to-users
https://support.zendesk.com/hc/en-us/articles/203690806-Using-views-to-manage-ticket-workflow
https://support.zendesk.com/hc/en-us/sections/200623816-Integrations
https://support.zendesk.com/hc/en-us/articles/203663336-Adding-support-addresses-for-users-to-submit-tickets
https://support.zendesk.com/hc/en-us/articles/203661996-Bulk-importing-users-and-organizations
https://support.zendesk.com/hc/en-us/articles/203662206-Setting-your-schedule-with-business-hours-and-holidays-Professional-and-Enterprise-
http://developer.zendesk.com
https://support.zendesk.com/hc/en-us/articles/203661996-Bulk-importing-users-and-organizations
https://fast.wistia.net/embed/iframe/gwswrnsiol?popover=true
https://fast.wistia.net/embed/iframe/vojyfiulfk?popover=true
https://support.zendesk.com/hc/en-us/articles/203663806-Managing-end-user-settings
https://support.zendesk.com/hc/en-us/articles/203663946-Best-practices-for-driving-traffic-to-your-knowledge-base-and-community
https://fast.wistia.net/embed/iframe/65yx6r2j50?popover=true
https://support.zendesk.com/hc/en-us/articles/204108983
https://fast.wistia.net/embed/iframe/i0lqhz1m1n?popover=true
https://support.zendesk.com/hc/en-us/articles/218222877-Organizing-Help-Center-knowledge-base-content-in-categories-and-sections
https://support.zendesk.com/hc/en-us/articles/203664326-Using-themes-and-templates-to-customize-your-Help-Center
https://support.zendesk.com/hc/en-us/articles/204770038-Defining-and-using-SLA-policies-Professional-and-Enterprise-
https://support.zendesk.com/hc/en-us/articles/215115188-Using-the-Apps-Marketplace
https://support.zendesk.com/hc/en-us/articles/203661496-Adding-custom-fields-to-your-tickets-and-submit-a-request-form
https://support.zendesk.com/hc/en-us/articles/204108983
https://support.zendesk.com/hc/en-us/articles/203662206-Setting-your-schedule-with-business-hours-and-holidays-Professional-and-Enterprise-
https://support.zendesk.com/hc/en-us/articles/203663716-Security-best-practices
https://support.zendesk.com/hc/en-us/articles/203663716-Security-best-practices
https://support.zendesk.com/hc/en-us/articles/203661746-Zendesk-glossary
https://www.zendesk.com/support/contact/
https://www.zendesk.com/support/contact/
https://support.zendesk.com/hc/en-us/articles/203664356-Changing-the-address-of-your-support-website-on-Zendesk-host-mapping-
https://support.zendesk.com/hc/en-us/articles/203663916-Best-practices-The-importance-of-the-Ticket-is-condition-in-triggers
https://support.zendesk.com/hc/en-us/articles/203664086-Best-practices-Six-things-to-think-about-before-setting-up-community
https://support.zendesk.com/hc/en-us/articles/203662126-Streamlining-workflow-with-time-based-events-and-automations
https://support.zendesk.com/hc/en-us/community/posts/203459666-Fine-Tuning-How-to-provide-great-support-through-social-media
https://support.zendesk.com/hc/en-us/articles/203690796-Using-macros-to-update-tickets-and-chat-sessions#topic_vwc_cix_tb
https://fast.wistia.net/embed/iframe/nti16sjjd2?popover=true
https://fast.wistia.net/embed/iframe/i0lqhz1m1n?popover=true
https://fast.wistia.net/embed/iframe/7qc4kqd64i?popover=true
https://support.zendesk.com/hc/en-us/articles/203664346-Getting-started-with-Help-Center#topic_ndf_fpf_mk
https://support.zendesk.com/hc/en-us/articles/204770038-Defining-and-using-SLA-policies-Professional-and-Enterprise-
https://support.zendesk.com/hc/en-us/articles/203664326-Using-themes-and-templates-to-customize-your-Help-Center
https://support.zendesk.com/hc/en-us/articles/203662106-Creating-and-managing-triggers
https://support.zendesk.com/hc/en-us/articles/203663806-Managing-end-user-settings
https://support.zendesk.com/hc/en-us/articles/203662076-Adding-custom-fields-to-organizations
https://support.zendesk.com/hc/en-us/articles/203663736-Setting-the-password-security-level-Professional-and-Enterprise-
https://support.zendesk.com/hc/en-us/articles/203662066-Adding-custom-fields-to-users
https://support.zendesk.com/hc/en-us/articles/203662106-Creating-and-managing-triggers
https://fast.wistia.net/embed/iframe/fw2zpnar1h?popover=true
https://support.zendesk.com/hc/en-us/articles/203663826-Single-sign-on-SSO-options-in-Zendesk
https://support.zendesk.com/hc/en-us/articles/203661966-Creating-managing-and-using-groups
https://support.zendesk.com/hc/en-us/articles/203661546-Setting-up-your-Twitter-channel
https://fast.wistia.net/embed/iframe/bh06fnc3xd?popover=true
https://fast.wistia.net/embed/iframe/5b93robg38?popover=true
https://support.zendesk.com/hc/en-us/articles/215115188-Using-the-Apps-Marketplace
https://support.zendesk.com/hc/en-us/articles/203661556-Setting-up-your-Facebook-channel
https://fast.wistia.net/embed/iframe/7qc4kqd64i?popover=true
https://support.zendesk.com/hc/en-us/articles/203664346-Getting-started-with-Help-Center#topic_ndf_fpf_mk
https://support.zendesk.com/hc/en-us/articles/218222877-Organizing-Help-Center-knowledge-base-content-in-categories-and-sections
https://fast.wistia.net/embed/iframe/py66qpvytl?popover=true
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Zendesk Add-Ons

« Add talk number(s)
a « Configure talk settings
« Create talk greetings

« Configure IVR and routing*
talk « Configure agent forwarding
« Activate talk
« Add chat agents
+ Create departments

. - Configure chat settings
+ Create chat triggers
chat + Create shortcuts
+ Configure chat widget
+ Activate chat analytics
« Activate chat monitor dashboard
(’ Activate insights x

l +  Use pre-built reports and dashboards

.l * Create custom metrics

o * Create custom reports

insights - Create custom dashboards
L article ]

& Create email dashboards article j
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https://zopimsupport.zendesk.com/hc/en-us/articles/217784088-Using-the-Weekly-Analytics-report-Advanced-and-Premium-
https://fast.wistia.net/embed/iframe/5p6oanmpv9?popover=true
https://zopimsupport.zendesk.com/hc/en-us/articles/212016488
https://zopimsupport.zendesk.com/hc/en-us/articles/212016728-Monitoring-real-time-chat-metrics-Premium-
https://zopimsupport.zendesk.com/hc/en-us/articles/212679627-Working-with-Zopim-triggers
https://fast.wistia.net/embed/iframe/5p6oanmpv9?popover=true
https://zopimsupport.zendesk.com/hc/en-us/articles/212015708-Creating-agents-and-departments
https://support.zendesk.com/hc/en-us/articles/203661686-Configuring-Voice-channel-settings
https://support.zendesk.com/hc/en-us/articles/203690836-Using-Zendesk-Voice#topic_n4q_p2w_xt
https://support.zendesk.com/hc/en-us/articles/203661686-Enabling-the-Voice-channel-and-configuring-general-settings
https://support.zendesk.com/hc/en-us/articles/203662426-Sharing-reports-in-Insights-Professional-and-Enterprise-
https://zopimsupport.zendesk.com/hc/en-us/articles/212016318-Setting-up-Zopim-for-complex-business-needs
https://zopimsupport.zendesk.com/hc/en-us/articles/212679577
https://help.gooddata.com/display/doc/Creating+New+Reports+in+the+Report+Editor
https://support.zendesk.com/hc/en-us/articles/203662426-Sharing-reports-in-Insights-Professional-and-Enterprise-
https://zopimsupport.zendesk.com/hc/en-us/articles/212016318-Setting-up-Zopim-for-complex-business-needs
https://fast.wistia.net/embed/iframe/1zobjqv4o4?popover=true
https://support.zendesk.com/hc/en-us/articles/203662436-Creating-custom-reports-and-dashboards-in-Insights-Plus-and-Enterprise-
https://support.zendesk.com/hc/en-us/articles/203662316-Setting-up-Insights-for-your-Zendesk-Plus-and-Enterprise-
https://d26a57ydsghvgx.cloudfront.net/content/whitepapers/Customizing-Zendesk-Insights-2.pdf
https://support.zendesk.com/hc/en-us/articles/203690836-Using-Zendesk-Voice#topic_n4q_p2w_xt
https://fast.wistia.net/embed/iframe/cctltxexbk?popover=true
https://support.zendesk.com/hc/en-us/articles/203661686-Enabling-the-Voice-channel-and-configuring-general-settings
https://help.gooddata.com/display/doc/Creating+New+Reports+in+the+Report+Editor
https://support.zendesk.com/hc/en-us/articles/206146718-Overview-of-the-Insights-pre-built-dashboard
https://support.zendesk.com/hc/en-us/articles/203662436-Creating-custom-reports-and-dashboards-in-Insights-Plus-and-Enterprise-
https://zopimsupport.zendesk.com/hc/en-us/articles/212016488
https://zopimsupport.zendesk.com/hc/en-us/articles/212679627-Working-with-Zopim-triggers
https://fast.wistia.net/embed/iframe/pgq5ggxhrt?popover=true
https://zopimsupport.zendesk.com/hc/en-us/articles/212679577
https://support.zendesk.com/hc/en-us/articles/206146718-Overview-of-the-Insights-pre-built-dashboard
https://support.zendesk.com/hc/en-us/articles/203777516
https://zopimsupport.zendesk.com/hc/en-us/articles/212679087-Getting-started-for-admins
https://zopimsupport.zendesk.com/hc/en-us/articles/212016728-Monitoring-real-time-chat-metrics-Premium-
https://support.zendesk.com/hc/en-us/articles/218004987-Adding-Voice-numbers
https://fast.wistia.net/embed/iframe/pgq5ggxhrt?popover=true
https://support.zendesk.com/hc/en-us/articles/218004987-Adding-Voice-numbers
https://support.zendesk.com/hc/en-us/articles/203661686-Configuring-Voice-channel-settings
https://support.zendesk.com/hc/en-us/articles/203661666-Setting-up-Zopim-Chat-in-Zendesk#topic_xmw_lsr_gq
https://zopimsupport.zendesk.com/hc/en-us/articles/212015708-Creating-agents-and-departments
https://d26a57ydsghvgx.cloudfront.net/content/whitepapers/Customizing-Zendesk-Insights-2.pdf
https://support.zendesk.com/hc/en-us/articles/203662316-Setting-up-Insights-for-your-Zendesk-Plus-and-Enterprise-
https://zopimsupport.zendesk.com/hc/en-us/articles/212679087-Getting-started-for-admins
https://fast.wistia.net/embed/iframe/1zobjqv4o4?popover=true
https://support.zendesk.com/hc/en-us/articles/214631347-Managing-outgoing-greetings
https://support.zendesk.com/hc/en-us/articles/214631347-Managing-outgoing-greetings
https://support.zendesk.com/hc/en-us/articles/203777516
https://support.zendesk.com/hc/en-us/articles/203661666-Setting-up-Zopim-Chat-in-Zendesk#topic_xmw_lsr_gq
https://zopimsupport.zendesk.com/hc/en-us/articles/217784088-Using-the-Weekly-Analytics-report-Advanced-and-Premium-
https://support.zendesk.com/hc/en-us/articles/214630317-Routing-incoming-calls-with-IVR-Advanced-Voice-with-Team-Professional-or-Enterprise-only-
https://support.zendesk.com/hc/en-us/articles/214630317-Routing-incoming-calls-with-IVR-Advanced-Voice-with-Team-Professional-or-Enterprise-only-
https://fast.wistia.net/embed/iframe/cctltxexbk?popover=true
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Suggested Marketplace Apps

Integrations

salesforce

Salesforce JIRA
Zendesk Apps
w
I
)
)
Import2 Conditional Fields

$_1_$
¥

%)

Linked Ticket Project App
Time Tracking Select an Address
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Slack

0220

0y

Pathfinder

(:UD

Notification App

Answer Suggestion

Tag Locker

Tag Locker


https://www.zendesk.com/apps/time-tracking
https://www.zendesk.com/apps/shopify
https://www.zendesk.com/apps/answer-suggestion
https://www.zendesk.com/apps/conditional-fields
https://www.zendesk.com/apps/jira
https://www.zendesk.com/apps/notification-app
https://www.zendesk.com/apps/tag-locker
https://www.zendesk.com/apps/tag-locker
https://www.zendesk.com/apps/import2
https://www.zendesk.com/apps/slack
https://www.zendesk.com/apps/select-an-address
https://www.zendesk.com/apps/pathfinder
https://www.zendesk.com/apps/notification-app
https://www.zendesk.com/apps/jira
https://www.zendesk.com/apps/conditional-fields
https://www.zendesk.com/apps/salesforce
https://www.zendesk.com/apps/linked-ticket/
https://www.zendesk.com/apps/project-app
https://www.zendesk.com/apps/project-app
https://www.zendesk.com/apps/pathfinder
https://www.zendesk.com/apps/time-tracking
https://www.zendesk.com/apps/slack
https://www.zendesk.com/apps/salesforce
https://www.zendesk.com/apps/shopify
https://www.zendesk.com/apps/import2
https://www.zendesk.com/apps/linked-ticket/
https://www.zendesk.com/apps/select-an-address
https://www.zendesk.com/apps/answer-suggestion

