
[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.
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Click ‘Proceed’ and hit ‘Update.’
You will get the following message upon successful integration.

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.
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From the sidebar, go toManage→ Ticket Fields.
Click on the ‘Add Field’ on the top right.

Now, add a text-based Asset field as illustrated, and hit ‘Save’.

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.

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:
● Troubleshooting and configuring issues in IT Assets
● Servicing hardware components
● Installing software on selected IT Assets

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


To create a new Ticket Form, go toManage→ Ticket Forms→ Add Form.

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!

Hit ‘Save’ once done.

Note: For the integration to work, only the Ticket Forms with the Assets field embedded in
them can be used.
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3. Editing code in Zendesk Help Center

The next step is to edit the theme's code within the Zendesk Help Center.

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.

This leads you to the Zendesk Help Center knowledge base. Click on the ‘Guide Admin’
button at the top.
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Now, click the ‘Customize’ icon in the sidebar.

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.’

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.

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


To edit the copied theme, click on ‘Customize’ as shown below.
Follow the pathway: Edit Code→ Access Code.

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:

● New_request_page.hbs
● Request_page.hbs
● Document_head.hbs
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From the left sidebar, open the new_request_page.hbs file.

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

Now, open the request_page.hbs file for editing.
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Paste the following code given in this link.
In the code you just pasted, enter the following values:

● In place of ASSET_FIELD_ID, add the Asset Field ID value from Section 2.1.

● 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.

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.

Select ‘End user’ from the Preview role dropdown.
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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.

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

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.

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.
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