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[How-to] Integrate with Zendesk Help Center for Zendesk Legacy
Sunshine customers

This PDF outlines how to successfully integrate your AssetSonar account with the Zendesk
Help Center for streamlined request management.

Before you proceed, enable Zendesk Sunshine in your Zendesk account, as the Zendesk
Help Center integration is built on it. You must also have AssetSonar’s Zendesk

integration enabled.

Please note that only the customers with access to Zendesk Legacy Sunshine can use the
integration.

Let's get started.

1. Enable Zendesk Help Center integration

The first step is to enable the Zendesk Help Center integration in your AssetSonar account.
To do this, go to Settings — Add Ons — Integrate Zendesk and select the ‘Integrate with
Zendesk Help Center’ option.

Integrate Zendesk

Connect Zendesk with AssetSonar to link items with your service desk tickets, end users and agents. Learn more

@ Enabled - Connected with Zendesk at endesk.com. Click here for troubleshooting.

Disabled

Your Subdomain with host: ramification.assetsonar.com

Your Secret Key: 110d5
Zendesk Alert Requester Select Requester v
Zendesk Assignee Select Assignee v

IMPORT ZENDESK TICKETS

"
&

@

View reports of Zendesk tickets

<]

Integrate with Help Center

Allow Staff Users to link items to Zendesk tickets.
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Click ‘Proceed’ and hit ‘Update.’
You will get the following message upon successful integration.

Zendesk Help center integration has been enabled.

2. Configuration in Zendesk Support

Now, you need to configure the Asset field and preferred ticket forms in your Zendesk
Support account so they can appear to end-users on the Zendesk Help Center portal when
they submit requests.

2.1. Create Ticket Field

In your Zendesk Support account, click on the ‘Admin’ icon as shown.

Updates to your tickets Open Tickets (current) Ticket Statistics (this week)
No recent updates 0 5 o} o o

. Tickets requiring your attention (1) What is this? Play

] D Subject Requester Requester updated Group Assignee

] W £107 Service laptop Johnny Rose Monday 10:25 Support
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From the sidebar, go to Manage — Ticket Fields.
Click on the ‘Add Field’ on the top right.
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+ Add g8
ADMIN HOME
Ticket Field
Qverview Ti fiel 1 all ticket data, such as subject, description, and priority. Add and manage ticket fields to customize your ticket forms for
>rs. Learn more (2
APPS
Filters ~ N Add field
Marketplace (2
Manage
Active Inactive
MANAGE
Title & Field ID & Type & Date modified &
People
Assignee  system field 360020259959 Drop-down 2021-04-18
Group  System field 360020259939 Drop-down 2021-04-18
o Priority System field 360020259919 Drop-down 2021-04-18
Vie
Macros Type System field 360020259899 Drop-down 2021-04-18
Tags
Ticket Field Status  system field 360020259879 Drop-down 2021-04-18
icket Fields
Ticket Forms Description  System field 360020259859 Multi-line 2021-04-18
Contextual Workspaces
Dynamic Content Subject ~ System field 360020259639 Text 2021-04-18
. . " ,
Now, add a text-based Asset field as illustrated, and hit ‘Save'.
+ Add

ADMIN HOME

Ticket Fields

cket Forms

Contextual

Dynam

CHANNELS

¢ Asset »

Text Learn more (2

Multi-select

9] 4]

# 0

Numeric Decimal

@ @

Description

Permissions
Agent only
© Editable for end users

Text Multi-line

6]

i 8

Date Credit card

[6

Field can be edited by the end user when submitting a request

Read-only for end users

==

v/

Checkbox
(0]

*

Regex
®

Note: Select the ‘Editable for end users’ option under the Permissions section.
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Copy the Field ID of the Assets field for further steps.
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Ticket Fields

Title &

Priority  System field
Type  System field
Status  System field
Description  System field
Subject  System field
Redmine #

Type

Customer Type

Assets

Active Inactive

‘ Filters ~ ‘

Field ID

360020259919
360020259899
360020259879
360020259859
360020259839
360020135040
360020135060
360020135080

360020200500

Ticket fields contain all ticket data, such as subject, description, and priority. Add and manage ticket fields to custemize your ticket forms for
agents and end users. Learn more [2

Type &

Drop-down
Drop-down
Drop-down
Multi-line
Text

Text
Drop-down
Drop-down

Text

Add field ‘

Date modified <

2021-04-18

2021-04-18

2021-04-18

The newly created Assets field will enable you to pull IT Asset information from AssetSonar

to Zendesk Help Center forms.

2.2. Create Ticket Forms

Now, create custom Ticket Forms for end-users to place requests on the Zendesk Help

Center portal.

Ticket Forms can be used to place requests for use cases including but not limited to:

e Troubleshooting and configuring issues in IT Assets

e Servicing hardware components

e Installing software on selected IT Assets
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ADMIN HOME

s can include system fields and any custom fields yo
rms for different products. In that case, end users choose the

APRS

Marketplace 2

Manage

MANAGE

Default Ticket Form  Default

Macros

New form  Agent only

Ticket Forms

Name the form and drag and drop relevant fields to it. Remember to add the Assets field to

your Ticket Forms and make the forms editable by end-users!

¢ Request Form »

Editable for end users
Enable end users to select this form when submitting a ticket

Title shown to end users

Request Form

CHANNELS
Email Sub
— ubject . " .
Fuitte £ ) Available ticket fields
1 he t
Chat
Facebook : —  Description b}
alk :
Sort by name
Widget E Assets
o & Custon
Mabile SDK X .
" Priority T Redmine #
Channel Integrations
BUSINESS RULES § @ wpe

form

Hit ‘Save’ once done.

Note: For the integration to work, only the Ticket Forms with the Assets field embedded in

them can be used.

EZO offers innovative asset intelligence and management solutions, trusted by thousands of

organizations worldwide.
Contact Sales & support: support@ezo.io sales@ez0.io

+44 808 175 5789


mailto:support@ezo.io
mailto:sales@ezo.io

SYA

3. Editing code in Zendesk Help Center

The next step is to edit the theme's code within the Zendesk Help Center.
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Note: We recommend creating a sandbox instance in your Zendesk account to test the

code changes before you implement them.

Learn more about creating a sandbox here.

3.1. Clone the live theme

Traverse to the Zendesk Guide platform from the Products icon, as shown.

+ Add

Tags
Ticket Fields
Ticket Forms Ticket Forms

A ticket form determines the fields and data a ticket contains. Ticket forms can include system fields and any custom fields you create. You
Contextual Workspaces N N Y

an create multiple ticket forms. For example, you might create different forms for different products. In that case, end users choose the
Dynamic Content appropriate form ta submit a request. Learn more (2

CHANNELS End user instructions

Text shown to end users when multiple forms are available
Email Please choose your issue below
Twitter
Chat
Facebook -

Q Filters
Talk
Text
Active Inactive

Widget
API
Mobile SDK

Default Ticket Form  Default
Channel Integrations

I

»

'

r'e

Support

Guide

Gather

Chat

Talk

Explore

Sell

Admin Center

This leads you to the Zendesk Help Center knowledge base. Click on the ‘Guide Admin’

button at the top.

A Add ~

Ve Community Ray Adin -

FAQ ‘ ’ Announcements

Guide admin
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Add v Manage articles > Lists ¢ Help Center
== All articles
5 results
All articles 5 Q| Filters
® Published
Title Last edited +
O Drafts
® What are these sections and articles doing here? 8 hours ago
& Archived ® How do | publish my content in & hours ago
® How can agents leverage knowledge to help custemers? 8 hours ago
® How do | customize my Help Center? & hours ago
® Welcome to your Help Center! 8 hours ago

This directs you to the Themes page. You can clone the currently live theme within your
Zendesk Help Center account by clicking the ellipsis icon and selecting ‘Copy.’

Add ~ 12+ Help Cente

Start with the Zendesk standard theme, buy a theme from one of our partners, or import your own.
Learn about themes

Introducing Help Center Marketplace themes

an look your best with a new Help Center theme.

of designs from trusted Zendesk partners Show me

thing current with updates

‘enter Marketplace themes

Live theme

Copy

Download

4L copenhagen EQ

Updated April 28, 2021

You can now take action on the live theme clone.

3.2. Edit the cloned theme

Now that you've copied the live theme, you can change it and preview the copy for testing
purposes.
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To edit the copied theme, click on ‘Customize’ as shown below.
Follow the pathway: Edit Code — Access Code.

wid 0 belp center

Tompistrtboess page Proview nsie ki

i Copenhagen
[2.9.0) o Commaty (3 Reriah Adeen =
£ Back
Calors ]
Faris

Brand

Sraich vattingt

Home pags elemanty

Aatitle page dements

FADY AN DA

Sesfion page clements

Community pott ehemonts

Community topi ehemerty

This shall lead you to the Templates folder.

The Zendesk Help Center integration requires you to add a code in three primary files from
the given templates:

e New_request_page.hbs

e Request_page.hbs

e Document_head.hbs
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Add -~ ;:‘ Help Center B8
Words: 35
Chars: 609

<» Copenhagen
Theme version 2.19.2
Templating API v2 ©

new_request_page.hbs @

< Back

Preview (2

Files Add ~

55 templates
[3 article_page.hbs
[2 category_page.hbs
[ community_post_list_page.hbs
@ community_post_page.hbs
[ community_topic_list_page.hbs
[@ community_topic_page.hbs
[ contributions_page.hbs
[2 document_head.hbs
[ error_page.hbs
[2 footer.hbs
[2 header.hbs
[@ home_page.hbs

[2 new_community_post_page.hbs
new_request_page.hbs

(5 new_request_page.nbs zofficeinventory.zendesk.com/theming/editor/4e1bd28 b16-1a53865d85b2/templates/ne

Paste the code given in this link at the end of this file. This is how your file will look after
pasting the code.

Add ~ 24 Help Center 88
new_request_page.hbs @
<> Copenhagen
<!-- Insert this at the end of new_request_page.hbs file -->
Theme version 2.19.2 N
Templating API v2 ® 3 <scripts
4 function initAssetsField{
< Back 5 var ezoFieldId = 'ASSET_FIELD_ID'; // enter id of field created for linked assets
6 var ezoField = customFieldElement(ezoFieldId);
Preview 2 7 $.9getISON("/api/v2/users/me").done(function(userData){
_ 8 var userId = userData.user.id;
(=) LOnInUnIy_wpic_paye.nus
9 if (userId) {
[3 contributions_page.hbs 10 populateAssignedAssets(userId);
11
[ document_head.hbs N ¥
12 I>H
[ error_page.hbs 13 function populateAssignedAssets(userId) {
14 var url = "/api/sunshine/objects/records/zen:user:" + userld + "/related/as_user_has_many_assigned_assets";
[2 footer.hbs 15 $.getJSONCur1) . done(function(data){
B headerhbs 16 var selectzbata = { data: [] };
17 $.each(data.data, function(index, asset){
[©) home_page.hbs 18 select2Data.datafindex] = { id: asset.id, text: asset.attributes.name }
" 19 ;
[ new_community_post_page.hbs b .
20 ezoField.hide();
[3 new_request_page.hbs 21 ezoField.after("<select multiple="multiple’ id='ezo-asset-select' style='width: 100%;'></select>");
22 $('#ezo-asset-select').select2(select2Data);
[ request_page.hbs 2 $("#ezo-asset-select').next().css( ' font-size', '15px');
[ requests_page.hbs 24 $(" form. request-form').on("submit', function(){
25 var selectedIds = $('#ezo-asset-select').valQ);
@ search_results.hbs 26 if(selectedIds){
B et sl zx ’ ezoField.val(selectedIds.join(',"));
[ subscriptions_page.hbs 29 s
30 IpH
[2 user_profile_page.hbs 5 }
B ems 32 function customFieldElement(customFieldId) {
33 const idSelector = “#request_custom_fields_${customFieldId}";
[ style.css 34 const nameSelector = "[name='request[custom_fields][${customFieldId}]']";
35 return $(idSelector).length
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Enter the numerical value of the Field ID you noted from Section 2.1. in place of
ASSET_FIELD_ID within the code and hit the ‘Save’ button.

Add ~ 424 Help Center 88
new_request_page.hbs @
<» Copenhagen
1 <!-- Insert this at the end of new_request_page.hbs file -->
Theme version 2.19.2 B
Templating API v2 ® 3 <scripts
4 function initAssetsField({
< Back 5 var ezoFieldld = '360020200500'; // enter id of field created for linked assets
6 var ezoField = customFieldElement(ezoFieldId);
Preview 2 7 N " :
7 $.get]SON("/api/v2/users/me").done(function(userData){
T p— 8 var userId = userData.user.id;
9 if (userId) {
[ contributions_page.hbs 10 populateAssignedAssets(userId);
1
[ document_head.hbs ¥
12 12K
[ error_page.hbs 13 function populateAssignedAssets(userd) {
14 var url = "/api/sunshine/objects/records/zen:user:" + userld + "/related/as_user_has_many_assigned_assets";
[ footerhbs 15 $.getJSONCur1) . doneCfunction(data){
D header.hbs 16 var select2Data = { data: [] };
17 $.each(data.data, function(index, asset){
[2 home_page.hbs 18 select2Data.datalindex] = { id: asset.id, text: asset.attributes.name }
) 19 ;
[@ new_community_post_page.hbs b .
20 ezoField.hide();
[ new_request_page.hbs 21 ezoField.after("<select multiple='multiple’ id='ezo-asset-select' style='width: 100%;'></select>");
22 $('#ezo-asset-select').select2(select2Data);
[ request_page.hbs 23 $('#ezo-asset-select).next().css(' font-size, '15px'D;
@ requests_page.hbs 24 $(' form.request-form').on('submit", function(O{
25 var selectedIds = $('#ezo-asset-select').val(Q);
@ search_results.hbs 26 if(selectedIds){
@ section_page.hbs 27 ezoField.val(selectedIds.join(","));
28 3}
[3 subscriptions_page.hbs 29 I>H
y 30 B;
@ user_profile_page.hbs 31 }
B scriptjs 32 function customFieldElement(customFieldId) {
33 const idSelector “#request_custom_fields_${customFieldId}";
[ style.css 34 const nameSelector = *[name='request[custom_fields][${customFieldId}]"]";
35 return $(idSelector).length

~ Add v 020 Help Center 88
=[] new_request_page.hbs @ request_page.hbs @
<» Copenhagen .

[ ! ] Theme version 2.19.2

Templating APl v2 ©
= < Back
® Preview (2
26 [2 category_page.hbs

[@ community_post_list_page.hbs
@ community_post_page.hbs

[@ community_topic_list_page.hbs
@ community_topic_page.hbs

3 contributions_page.hbs

[2) document_head.hbs

[ error_page.hbs

[2 footer.hbs

[2 header.hbs

[2 home_page.hbs

@ new_community_post_page.hbs
[2 new_request_page.hbs

[ request_page.hbs

[ requests_page.hbs

[3 search_results.hbs

[3 section_page.hbs
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Paste the following code given in this _link.
In the code you just pasted, enter the following values:
e In place of ASSET_FIELD_ID, add the Asset Field ID value from Section 2.1.

e In place of SUBDOMAIN, enter your AssetSonar subdomain with the host.

Click’ Save’ when you're done.

Now, open the last file, i.e., document_head.hbs.

Add ~ 24 Help Center 83
new_request_page.hbs @ request_page.hbs @ document_head.hbs @
<» Copenhagen .
Theme version 2.19.2 R
2 Save
Templating APl v2 ©

< Back

Preview (2

Files Add ~

B3 templates
[ article_page.hbs
[ category_page.hbs
@ community_post_list_page.hbs
[2 community_post_page.hbs
[@ community_topic_list_page.hbs
[@ community_topic_page.hbs
@ contributions_page.hbs
[8 document_head.hbs
[ error_page.hbs
[ footer.hbs
[ header.hbs
[2 home_page.hbs

@ new_community_post_page.hbs

[@ new_request_page.hbs

Paste the code given in this link at the end of the document_head.hbs file and hit ‘Save'.
You are now ready to preview changes.
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3.3. Preview the edited theme

Click the ‘Preview’ button in the code editor.

This opens the preview in a new tab.

Add ~ V24 Help Center 88
& C h Introducing custom pages x
opennhagen Now you can create pages with custom URLS for your help center.
Theme version 2.19.2 g Learn about custom pages [2
Templating APl v2 @
< Back document_head.hbs @ new_request_page.hbs @ request_page.hbs
Preview (2 1 afiv closs="container>
2 «div class="request-breadcrumbs™={{breadcrumbs}}</divs
[ document_head hbs 4 <hl class="request-title"s{{request.subject}}</hl>
[=) error_page.hbs s
L ediv id="main-content” class="request-container”s
[ footer.hbs 7 <section class="request-main”>
[2) header.hbs 8 {{satisfaction}}
9 <ul class="comment-List"=
[#) home_page.hbs 18 {{#each comments}}
a e, communit o .hbe 1 <li ide"{{onchor}}" class="comment">
- ¥_post_page. 12 «div class="comment-wrapper™s>
[2 new_request_page.hbs 13 <div class="comment-info">
14 «div class="comment-guthor >
[=) request_page.hbs 15 «div closs="ovatar comment-avator®=
[3) requests_page.hbs 16 {{#if author.agent}}
17 <svg xmlns="http://www.w3.org/2000/svg" width="12" height="12" focusable="false"” viewBox="0 @ 12 12"
[=) search_results.hbs class="icon-ogent” aria-label="{{t 'teas_member' namesauthor nome}}”s
@ i b 18 <path fill="currentColor™ d="MG B(2.7 @ @ 2.7 @ 652.7 6 6 6 6-2.7 6-6-2.7-6-6-6zmd 2¢1.10 2 .9 2 25-.9 2-2 2-
s 2-.9-2-2 .9-2 2-2zm2.3 7H3.7c-.3 0-.4-.3-.3-.5(3.9 7.6 4.9 7 6 752.1.6 2.6 1.5c.1.2 0 .5-.3.52"/>
[2) subscriptions_page.hbs 19 </svg>
20 {{/if1}
[%) user_profile_page.hbs 21 <img sre="{{author, avatar_url}}”® alt="" class="user-avatar"/s
@ seriptis 22 </div>
2
[S) style.css 24 <div classs"comment-meta"s
25 <span title="{{outhor.name}}">
26 {{#link ‘user_profile' ideauthor.id}}
Assats - 0 Bytes(25 MB 27 {{author .name} }
L Ninky

Select ‘End user’ from the Preview role dropdown.

Termplstes Momepage = Popepw rolebnd e ¥ Melp Carsiae . in Pravars mocis, Cioss prverss

Subsfil & Peduest Ray Adini

Agank

Addiriry

FAL Announcemenls
Cammunity
o conversation
e ————————————
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Now, select the Request Page and New Request Page from the Templates dropdown to test
the changes from an end user’s perspective.

Tomolster Homapage = Porviewrdiefnd oo v Holp Corster i imPaeviow mode. Dise prrvcw:

Seetinn page “» Comminity  Subemi a feguest Fay Adin «
At page
Contributicns page
Folloawing page
Roquest izt page

Ritpaeit paye

Few request page

Search resuls

Esrar page

Comerunity tope: kS page

FAD | Anneungements |

As you can see, the Assets field has been populated on the New Request page.

Submit a request

Please choose your issue below

Request Form N
Subject
Description

T B I == B & B w

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

Asset (optional)

x| Asset # 26 - HP Pavillion ||

Attachments (optional)

Add file or drop files here
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The Assets field is also populated on the Request page.

Laptop not working

Note: Only the assets checked out to the requesters will be visible to them when they
place requests. Assets will not show up if they have been checked back in or the Zendesk
Requester does not exist as a member in AssetSonar.

Once you're done testing the preview for syntax errors, click the' Close Preview' button.
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4. Publish the Zendesk Help Center theme

You can now publish the edited theme for use by end-users.

Go to Guide Admin — Customize (eye icon) — Preferred theme — Options (ellipsis icon) —
Set as live theme to publish the finalized theme.

AL copenhagen [

Theme library

Once the theme has been published, it appears at the top of the page. This ensures the
integration is successful and changes have been applied to your Zendesk Help Center
account.

EZO offers innovative asset intelligence and management solutions, trusted by thousands of
organizations worldwide.
Contact Sales & support: support@ezo.io sales@ezo.io +44 808 175 5789


mailto:support@ezo.io
mailto:sales@ezo.io

