[image: ]How to Use Zendesk SOP June 2021

[bookmark: _Hlk73454228]
[image: A picture containing graphical user interface

Description automatically generated]





How to Use Zendesk SOP 2021 
[bookmark: _Toc72966866][bookmark: _Hlk72957381]

Table of Contents

Purpose	4
Scope	4
Responsibility	4
Objective	4
Overview	4
Process	5
1. How to answer a Ticket	5
2. How to Create a New Ticket	7
3. Merging Tickets	11
3.1. Ticket merging rules:	11
3.2 How to merge one ticket into another ticket	11
4. Adding Internal Notes	13
5. Ticket Events	14
5.1 To view ticket events	14
5.2 Understanding what is shown in ticket events	16
6. Assigning Tickets to Agents	16
6.1 To manually assign a ticket to a group or another agent	16
7. Managing Tickets in Bulk	18
7.1 Bulk Updating Tickets	18
8. Integration Facebook	20
8.1 To set up your Facebook channel to monitor a Facebook account	21
9. Zendesk Best Practices	25
9.1 Avoiding agent collision	25
8.2 Using Play mode	26
9.3 Manage Duplicate Emails from Sender	28
9.4 Preview Email Content	30




[bookmark: _Toc74594086]Purpose
This material is made for you to have a quick overview of what Zendesk is all about and how simple task are being done using this tool. This also contains comprehensive set of best practices for using the Zendesk.


[bookmark: _Toc72966867][bookmark: _Toc74594087]Scope
This procedure applies to all Bragan Team Members who use Zendesk as means of communication to customers and suppliers.  


[bookmark: _Toc72966868][bookmark: _Toc74594088]Responsibility
It is the responsibility of each employee to ensure the process set out in this procedure is followed.


[bookmark: _Toc72966869][bookmark: _Toc74594089]Objective
Zendesk is one of the most popular and user-friendly service desk tools on the market. Therefore, the objective of this procedure is to ensure that Zendesk is utilized effectively and the best way possible in order to achieve our desired result.

[bookmark: _Toc74594090]Overview
Regardless of the type of customer support we provide, the one constant for all support organizations is that customers seek us out to help them resolve their issues. 

Here are some of the options that our customers have for contacting us:

· Send an email
· Fill out a support request form on your own web site
· Call you on the telephone
· Text chat with you
· Send you a Tweet
· Post on your Facebook wall

All of these communication options are referred to as channels. We decide what channels we want to enable in our Zendesk account and how our customers can reach us. 

All support requests, from all channels, become Zendesk Support tickets. 

Tickets capture our customer's initial request for support and all the conversations our team members have with the customer along the way to solving their support issue.

Here's how the email workflow works:
1. When an end-user sends an email to your support address, it creates a ticket.
2. If an agent updates the ticket in Zendesk Support, a notification email is sent to the person who sent the original email.
3. If the person replies to the notification email, the reply creates a comment in the ticket.
4. The conversation between user and agent continues until the issue is resolved.

[bookmark: _Toc74594091]Process
As mentioned above, all support requests, from all channels, become Zendesk Support tickets. 

[bookmark: _Toc74594092]1. How to answer a Ticket
The main purpose of Zendesk if for employees to be able to communicate with customers, supplier, or any other people that is not a Bragan employee. Emails come in as tickets in Zendesk and we are making a reply by answering in the ticket.

Step 1. Log in to your Zendesk account and open the ticket that you want to answer. You can do this by searching for the ticket number or browsing through the folders where you will answer the tickets
Step 2. Input the reply that you are going to send in the message box. Images can also be attached in this box. Only 5 images maximum can be sent at a time
[image: ]


Step 3. Make sure that the ticket has the appropriate Tags, Action, and Folder. All tickets should have the correct Tags, Action, and Folder.
Assignee: You can assign this to another team member by choosing an Assignee.
Tags: Tag or let other multiple team members see and edit this ticket number.
Action: Action 1&2 you can add an action for this email on where it is related to.
Folder: Please enter the correct Folder.

[image: ]


Step 4. Once everything is set. The answer can be submitted in three different ways.
Open: Used when the issue is not solved yet and we are expecting replies in the thread. 
Pending: Used when the issue is URGENT. Usually for cases where there is a potential negative feedback or loss of sales.
Solved: Used when we have confirmed that the issue is indeed solved. Usually done alongside the closing spiel. This will close the ticket and remove it from the view it is currently in and be moved to Closed Tickets. Do not close as Solved unless it is sure that the ticket does not need to stay open
[image: ]

Answering tickets can also be done using Macros. Here is the link on how to use Macros.
https://www.dropbox.com/s/wupovrbe0888zov/Macro%20Usage%20SOP.docx?dl=0




[bookmark: _Toc74594093]2. How to Create a New Ticket
In the event that we are the one who needs to send an email to the customer, we need to create a new ticket. When we send the email, a new ticket will be created. Here’s the process on how to create a new ticket.
Step 1. Log in to your Zendesk account. Hover over the +Add tab in the top toolbar, then select Ticket. 

[image: https://zen-marketing-documentation.s3.amazonaws.com/docs/en/add_tab_options.png]

Step 2. If private ticket creation is enabled, click Public Reply so the end user can access the ticket immediately. If private ticket creation is not enabled, the ticket is accessible by default, and no action is necessary.
[image: https://zen-marketing-documentation.s3.amazonaws.com/docs/en/new_ticket_public_reply.png]

Step 3. If the requester is an existing user, begin entering the user's name, email domain, or organization name in the Requester field and the relevant results appear. Select a user. 
Alternatively, you can open the user's profile, then click User options in the bottom toolbar and select New ticket. The user's name automatically appears in the Requester field. If the requester does not yet have an account, add them by clicking +Add user at the bottom of the search results.
[image: ]

Step 4. In the main body of the ticket, you can see that the ticket includes the subject and description of the support request you sent by email. The support request you submitted earlier is the first comment in the ticket and the email subject becomes the title of the ticket. The comment area includes a text toolbar you can use to format your response, add attachments, and so on.
By default, a comment you enter as a Public reply will be public and visible to everyone who views this ticket, including the person who requested support. The ticket also includes a CC field, you can use to copy other external users on your reply.
[image: ]
Step 5. To the left of the ticket conversation, you'll see the ticket properties, including ticket fields, which include the person or group assigned to the ticket and any internal users (followers) who will receive ticket updates. Ensure to assign correct information to each ticket fields especially the Folder.

[image: ]


Step 6. At the bottom of the ticket, you see a Submit button. When you finish adding a comment to the ticket, click this button to save your comments and submit the changes you’ve made. By default, any public replies you add to a ticket are sent to the ticket requester when you click Submit.

When you submit a ticket, you can also change the ticket status. A ticket status can be New, Open, Pending, or Solved. 
The bottom of the ticket also includes an Apply macros button. You can use macros to reply to support requests that can be answered with a single, standard response.

[image: https://support.zendesk.com/hc/article_attachments/360064190234/ticket_anatomy_bottom.png]





[bookmark: _Toc74594094]3. Merging Tickets
[bookmark: _Toc74594095]3.1. Ticket merging rules:
· The tickets must be less than Solved. You can however merge an unsolved ticket into a Solved ticket. Doing this will not reopen the Solved ticket.
· If you have ticket CCs enabled:
· You can merge two tickets with different requesters. The requester of the ticket you close with the merge is added as a CC to the new ticket.
· If anyone was CC'd on an original ticket, they are also added as a CC on the merged ticket.
· If you don't have ticket CCs enabled, you can only merge two tickets if they are from the same requester.
· The most recent public comment from the ticket being closed with the merge appears in the new ticket's comment thread with a link to the closed ticket, where you can review previous comments. No other comments appear directly in the new ticket.
· Ticket fields, including Tags, Type, Priority, and Status, aren't carried over from the ticket being closed with the merge. Only fields that are filled out in the new ticket are saved.
· Merges are permanent and can't be undone.
· The ticket that's closed with the merge has the tag closed_by_merge added.
· You should not merge eBay ticket with non-ebay tickets.


[bookmark: _Toc74594096]3.2 How to merge one ticket into another ticket
Step 1. Open the ticket that you want to merge into another ticket.
Step 2. Click the Ticket options menu in the upper right, then select Merge into another ticket.
[image: https://zen-marketing-documentation.s3.amazonaws.com/docs/en/ticket-options-menu.png]
Step 3. You can enter a ticket number, select one of the ticket requester's open tickets, or select one of your recently viewed tickets.
[image: ]

Step 4. When you select a ticket to merge into, you'll be prompted to confirm the merge. 
[image: ]
Step 5. You can edit the merge comments that are added to each ticket and choose whether you want the requester can see the comments. Ensure to untick the checkbox as this will also be visible to the customer’s end.
To hide merge comments from requesters, deselect Requester can see this comment for both merge comments. If you remove all text from the comment box, the most recent comment from the merged ticket will appear as the updated ticket comment.

Step 6. Select Confirm and Merge.
Be sure that you merge the correct tickets. Ticket merges are final; you cannot undo or revert a ticket merge.
The ticket that was merged into another ticket is closed.

[bookmark: _Toc74594097]4. Adding Internal Notes
You can add private comments (referred to as an Internal Note). The requester never sees these notes, they are used for internal communication only (relay comments, instructions, etc. with other Team members without the customer seeing it). For example, an agent may need to get advice from Team IRL to solve the requester's support issue. 

All users (agents, admins, and end users) can create private comments. However, Support handles attachments to private comments differently depending on certain factors. 

If you want to add an internal note, see the process below.

Step 1. Select a ticket.
Step 2. Click Internal Note to enter your comment. 

[image: ]

Step 3. Click Submit to update the ticket. You cannot delete a comment after it is added to the ticket.

Internal Notes will also be used as reference when Management is pulled in to help with the issue. All details should be logged in internal notes like what the issue is, actions taken thus far, and all relevant pictures. There is a metric that is being followed before asking management to step in. If the thread has four (4) email replies and the issue is still not resolved, Management should be asked to step in.
 
When referencing about a product, SKU Code AND SKU Title should be included to provide easy reference for other team members.


[bookmark: _Toc74594098]5. Ticket Events
Ticket events show all the ticket updates and notifications, whether it's by a person or by a business rule, such as a trigger. By looking at the ticket events, you can see the complete history of a ticket. Events include ticket properties that are added, removed, or changed, as well as any external notifications associated with the ticket update.
Ticket events show all the updates and notifications that have occurred to that ticket. Events are not shown by default. You have the option to show ticket events alongside the ticket comments.
Reviewing ticket events can help you trace the path of a ticket and troubleshoot any issues. For example, you can see whether the ticket has been assigned to the correct assignee and assigned a correct folder, or whom who have deleted the ticket or have closed it.
[bookmark: _Toc74594099]5.1 To view ticket events
Step 1. Open a ticket and click Conversations under the active comment area, then select Events.

[image: https://zen-marketing-documentation.s3.amazonaws.com/docs/en/conversation_dropdown.png]


Step 2. Review the ticket events displayed. The events for each ticket update appear separately. 
[image: ]

If a field's value was changed, the new value appears along with the crossed-out previous value, allowing you to easily see what changed.

For example, if an agent changed a ticket status from Open to Pending, the update appears in Show all events like this:

[image: https://zen-marketing-documentation.s3.amazonaws.com/docs/en/show_all_events_crossout.png]

Step 3. When you finish viewing ticket events, click Events, then select Conversations.



[bookmark: _Toc74594100]5.2 Understanding what is shown in ticket events

Ticket events shows ticket properties, notifications, and user information. When you view ticket events, some or all of the following might appear, depending on what was changed or added to the ticket for that ticket update.




	Properties

	Subject
	The subject of the ticket

	Group
	The group responsible for the ticket

	Type
	The type of the ticket (Incident, question, problem, or task)

	Status
	The status of the ticket (new, open, pending, on-hold, solved, or closed)

	Requester
	The person who created the ticket

	Priority
	The priority of the ticket (low, normal, high, or urgent)

	Assignee
	The agent assigned to the ticket

	Action
	The action taken on the ticket

	CCs
	Anyone who was CC'd on the ticket

	Folder
	The folder to which the ticket was assigned




[bookmark: _Toc74594101]6. Assigning Tickets to Agents 
Depending upon how you manage incoming support requests, tickets may be automatically assigned to you, to other agents, and to groups. If you manually evaluate and assign tickets, then assigning yourself, another agent, or a group to a ticket is as simple as selecting the ticket assignee.
[bookmark: _Toc74594102]6.1 To manually assign a ticket to a group or another agent
Step 1. Open a ticket from one your views.
Step 2. You can assign the ticket to a group or to an agent and a group. When you click the Assignee field, all of your groups are listed alphabetically.
[image: ]
Step 3. You can either scroll the list or select the group and then the agent or you can just enter the group or agent's name to filter the list. For example, to find an agent named Andrew, enter that name and you'll see the following:
[image: ]
Step 4. Select a group or another agent as the Assignee.
Step 5. Click Submit to update the ticket.
You can change a ticket assignee at any time. You can also bulk assign tickets using a view. For example, you can open a view, pick and choose the tickets you want to assign to a single group or agent, and then assign all the tickets in a single step. See next article below.


[bookmark: _Toc74594103]7. Managing Tickets in Bulk
Using your views, you can make ticket updates to many tickets at the same time. For example, if you want to assign yourself to a number a tickets, you just select them in a view and then set yourself as the assignee. You can also delete, merge, or mark as spam the selected tickets. If you navigate to different pages, your tickets will remain selected.

[bookmark: _Toc74594104]7.1 Bulk Updating Tickets

The maximum number of tickets you can update at one time is 100 tickets. You cannot bulk update closed tickets. You can bulk update most of the same properties as an individual ticket, including ticket status, fields, subject, and comments.

Step 1. Open one of your views and select the tickets you want to update.
You can pick and choose the tickets you want to update or select the entire list by clicking the check box at the top left of the view.

[image: ]




Step 2. Click Edit tickets.
[image: ]

Step 3. In Update tickets you can update ticket properties and add a comment for all of the tickets you selected. To help with accessibility, you can use keyboard navigation to select toolbar menu items and apply formatting before submitting the comment.

You can also apply a macro to all the tickets by selecting it from the Apply Macro menu. If you want to cancel the bulk update, click the X in the upper-right corner. 

Ensure to assign this to the correct person and appropriate ticket fields.

[image: ]
[image: ]

Step 4. Click Submit to save your ticket updates. Ensure to Submit as Open as this needs to be review by the Assignee.




[bookmark: _Toc74594105]8. Integration Facebook 
All Zendesk Suite and Zendesk Support customers can add at least one Facebook account so that public messages, such as Facebook Wall posts and comments, become tickets. You will be able to see and respond to these tickets from the Support interface, just like any other ticket. You must be an administrator to add a Facebook account to Support.
After you add a Facebook account to Support, Support monitors messaging activity on the Facebook account. Each new Wall post (a public message) on the Facebook account becomes a ticket in Support. On Zendesk Suite plans, private messages sent to the Facebook account through Facebook Messenger will also become tickets.
Facebook limits how Pages can communicate publicly and privately with users. For example, if you receive a ticket from a Wall post, when you reply in the ticket, your response is added as a comment to that Wall post. If you receive a ticket from a private message, when you reply in the ticket, your response is a private message. You cannot respond to a Wall post with a private message in the ticket. And likewise, you cannot respond to a private message with a Wall post in the ticket.
When a user posts to your wall, a ticket is created and the following happens:
For standard wall posts, only comments received in the first week after the post will be added to the ticket. If you would like comments to create new tickets, you can enable that setting (see Editing your Facebook channel).
Comments received after the first week are not added to the ticket and no new ticket is created.
If you post an ad to your wall, a ticket is created. Comments are recorded in the ticket for one year after the posting. However, if you close the ticket, comments will no longer be recorded.
If the posting user is not already a user in your account, they become a new user in your account. If your channel has multiple Facebook Pages and a new user posts on more than one page, a separate user account is created for each page on which that user posts.

An agent can respond to a Wall post by adding a public comment to the ticket in Support. The agent's response is added as a comment to the Facebook post. In the following Wall post, for example, an agent answered the user's question in the Support agent interface.
[bookmark: _Toc74594106]8.1 To set up your Facebook channel to monitor a Facebook account

Step 1. Click the Admin icon () in the sidebar, then select Channels > Facebook.
[image: ]

Step 2. Click the Add your first Facebook Page link.
[image: ]
Step 3. Enter your Facebook credentials, if you are not already logged in.
[image: ]
Step 4. When asked, be sure you grant Zendesk access to your account.
Step 5. In the Add Facebook Pages to your account window, locate the page you want to add, and choose the default permissions that Zendesk has to your Facebook page. If you change any of these permissions, the connection between Facebook and Zendesk might not work properly.
[image: ]

Step 6. Click Add for the Facebook Page you'd like to link to your Zendesk.

Step 7. The Facebook Page you added appears on your Facebook Channel page. If you are using Agent Workspace and Facebook private messaging is supported for your account, you need to take an additional step to enable private messages.
[image: ]
[image: ]


[bookmark: _Toc74594107]9. Zendesk Best Practices

[bookmark: _Toc74594108]9.1 Avoiding agent collision

You can tell if another agent is working on a ticket from views or directly in the ticket. This makes it easier to avoid potentially conflicting updates to tickets.

In views, an eye icon appears next to tickets that are being viewed by another agent. 

[image: ]



In tickets, collision details appear in the upper left corner:

[image: ]

You can tell how each agent is interacting with the ticket from the formatting of their picture or by hovering over it with your mouse:

· Editing
· Viewing
· Idle

[image: ]




[bookmark: _Toc74594109]8.2 Using Play mode

The Play button guides you through the available tickets in a view automatically. Press the Play button or icon to open the first ticket in the view. After addressing the ticket, click Submit to update it and move to the next available ticket.

The next available ticket is the next ticket in the view according to the view's sort order that you haven't already skipped. 

To open a view in Play mode

Click the Views icon in the sidebar and select a view. Example is the Main Customer Service Folder. See fig below.

[image: ]


Click Updated to arrange the email from the oldest to Newest.
[image: ]


Open the first ticket and click the Play button. See fig below.
[image: ]
To update a ticket and move to the next one 

Click Submit. The next available ticket opens automatically.

To keep a ticket open after you submit it

By default, the next available ticket opens when you click Submit. To stay on the ticket after submitting changes, click the menu from the left of the Submit button and select Stay on ticket.

[image: https://zen-marketing-documentation.s3.amazonaws.com/docs/en/playonly_next_available_ticket_options.png]






[bookmark: _Toc74594110]9.3 Manage Duplicate Emails from Sender	

Customer sometimes sends their emails more than once. For you to identify multiple email sent you may click the sender name. See fig below.

[image: ]
This will show you all email thread for this customer. 

[image: ]


This will help you with:

· Check previous conversation
· Identify if the macro to use was already been used.
· Check duplicate emails to merge










[bookmark: _Toc74594111]9.4 Preview Email Content	

To preview email content, you can hover your moused to the ticket number and it will give you a quick view of its content. You would also be able to see if there’s an internal note added on the ticket. See fig below.

[image: ]

9.5 Zendesk Functionalities and Tips Video
Please see the video below for reference
https://www.dropbox.com/s/uz00pvrdzfhx2pt/Zendesk%20Functionalities%20and%20Tips.mp4?dl=0
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