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NOTICE

The information contained in this document is believed to be accurate in all respects but is not warranted by Mitel Networks™
Corporation (MITEL®). The information is subject to change without notice and should not be construed in any way as a
commitment by Mitel or any of its affiliates or subsidiaries. Mitel and its affiliates and subsidiaries assume no responsibility for
any errors or omissions in this document. Revisions of this document or new editions of it may be issued to incorporate such
changes.

No part of this document can be reproduced or transmitted in any form or by any means - electronic or mechanical - for any
purpose without written permission from Mitel Networks Corporation.

TRADEMARKS

The trademarks, service marks, logos and graphics (collectively "Trademarks") appearing on Mitel's Internet sites or in its
publications are registered and unregistered trademarks of Mitel Networks Corporation (MNC) or its subsidiaries (collectively
"Mitel") or others. Use of the Trademarks is prohibited without the express consent from Mitel. Please contact our legal
department at legal@mitel.com for additional information. For a list of the worldwide Mitel Networks Corporation registered
trademarks, please refer to the website: http://www.mitel.com/trademarks.

Windows and Microsoft are trademarks of Microsoft Corporation.

Other product names mentioned in this document may be trademarks of their respective companies and are hereby
acknowledged.
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Application Support

Zendesk

Overview

Zendesk is an online ticket/customer support CRM; this Document describes the features that are available when integrating
Phone Manager with Zendesk. Zendesk by default only supports one ‘Phone’ field for storing a telephone number; this is the
field that is searched when attempting to find a contact.

Supported Versions

As Zendesk is an online product they have no concept of a version numbering scheme. Phone Manager integration was tested
against the Zendesk V2 API.

Features
Integration with Zendesk supports the features listed below:

e Screen pop for contacts/open tickets

Screen pop

‘end-user’ people or their open tickets can be screen popped when an incoming call is received using the caller id
(CLI) from the inbound call or the dialled number on an outbound call. For example an inbound call is received from
07718402534, if there are no tickets currently open for this ‘end-user’ then their user profile is displayed.
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If multiple matches are found then the Multiple Contact Found dialog is shown:
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Zendesk

Multiple Contacts Found — O et

- Contact: Test User
i Contact: test user 2

Display

The Multiple Contact Found dialog will also be shown if the ‘Search Open tickets on Contact Match’ setting is enabled in
the Phone Manager Plugin. The dialog will allow the selection of the specific ticket item to display:

Multiple Contacts Found - O =

Results

[=I- Contact: Test Liser
‘- Open ticket:2 some ticket related issue
=I-Contact: test user 2
Open ticket: 3 i have an issue

Display

Configuration
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Application Support

The integration requires the Zendesk URL and authentication credentials for the user. User password or authentication
token can be used; these are setup on the Zendesk administration by your administrator in the settings/channel/API
section of the Zendesk configuration.
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Fendesk Cannection Settings

Connection Information

Zendesk URL |}ruurcumpan}r.zendesk.cnm |

[] Us=e Auth Token

Zendesk User D |user@}rnurcnmpan}r.cnm |

Password | |

The option to search for tickets and whether to open the screen pop in a new browser window or in the same logged in
session as selected in the setting tab of the integration, there is also a ‘Test’ button which will test whether the
configured URL and user credentials are correct.
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Zendesk Connection  Settings

Search Cpen Tickets on Contact Match

Open Match In Mew Browser

Test
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