Zendesk Groups / Roles

INFORMATION

This document contains more information about the Zendesk Roles and Groups as we discussed
during our call.

In the table below you will find more information about the Agents, Groups, and Roles. | have created
two Custom Roles, "CR - Own Group Tickets” and “CR - Own Group Tickets Including Private Groups”.
The first role allows agents to see only tickets from their own group and public groups. If they are not
part of this public group and are not added as a group in the View, they still have the possibility to
access the tickets via the URL or via the Customer Profile. The second role allows agents to see all
tickets including tickets from a private group. The agents with the first role are not able to see tickets
from private groups via the URL or via the Customer Profile.

Information about Agents / Groups / Roles

Agent Group Role Note
Felix Technical Support (Public = CR - Own Group Felix needs to look into
Group) Tickets Group: Service & Rep
tickets
Anna Service & Rep (Public CR - Own Group Anna needs to look
Group) Tickets into Group: Logistics

and Warranty tickets

Steve HR (Private Group) CR - Own Group Steve needs to look
Tickets Including into Group: Technical
Private Groups Support



You need to create Views in order to make it easier for your agents to see tickets from other Groups.

Information about Views

View Who Has Access Condition

All Technical Support = Technical Support Group = Technical

Tickets HR Support

All Service & Rep Service & Rep Group = Service & Rep

Tickets Technical Support

All Logistics Tickets Service & Rep Group = Logistics
Logistics

All Warranty Tickets Service & Rep Group = Warranty
Warranty

All HR Tickets HR Group = HR

Technical Support
Service & Rep

Here are some screenshots from the Admin Center (configuration) and the Agents:
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People > Team > Roles > CR - Own Group Tickets

CR - Own Group Tickets custom

Learn about role permissions 2

Name* (required)
CR - Own Group Tickets

Description

Permissions

Tickets

Choose the ticket permissions for this role.

Tickets they can access
Assigned to them
Requested by end users in their organizations

Within their groups

© Within their groups and all public groups

Assign tickets to any group

Can assign tickets to groups they don't belong to, including private groups.

All, including those in private groups

custom role “CR - Own Group Tickets”

People > Team > Roles > CR - Own Group Tickets Including Private Groups

CR - Own Group Tickets Including Private

ﬁ Home
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Team
Team members
Roles Permissions
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Tickets

Configuration Choose the ticket permissions for this role.

User fields

Organization fields Tickets they can access

Assigned to them

Events
Profiles Requested by end users in their organizations
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End users
Within their groups and all public groups
Tags

© All, including those in private groups

The custom role “CR - Own Group Tickets Including Private Groups”
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Views are a way to organize your tickets by grouping them into lists based on certain criteria. Learn more

Q Search views
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Your unsolved tickets

All Technical Support Tickets

All Service & Rep Tickets

All Logistics Tickets

All Warranty Tickets

All HR Tickets

The views and for which groups they are available.

+ Add

Views c

Your unsolved tickets

All Technical Support Tickets
All Service & Rep Tickets

All HR Tickets

=* Tasks

Unassigned tickets

All unsolved tickets

Recently updated tickets

Pending tickets

57

All Technical Support Tickets

2 tickets
Ticket status ID ¢ Subject

Status category: Open
[ open | #541  booking meeting space for 20 people
=3 #538  booking meeting space for 20 people

. Az Add view

All shared views v

Available for Last updated &

All agents Apr 4, 2023
HR, Technical Support May 30, 2023
Service & Rep, Technical S..  May 26, 2023

ic Service & Rep May 30, 2023
Warranty, Service & Rep May 30, 2023
Technical Support, HR, Ser... ~May 30, 2023
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This is the view from Felix and you can see that this agent has access to the views “Technical

Support” and “Service & Rep”. There are two tickets available from the requester “Martina Morgan’

4

in the Technical Support view but there are also other tickets from Martina Morgan. One example
ticket from this requester is assigned to the group “Logistics” but Felix doesn’t have access to this
ticket in the overviews. He still can access this ticket via the profile (see other screenshot below).
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a Ticket status ID Subject

Status Category: New

a New #539 thank you

Status Category: Open

O &3 #551  Attachment
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Next —

+ New Ticket

Requested Updated Group Assignee
Apr 02 Apr 02

Apr 03 Today 20:57 Logistics

Apr 02 Thursday 21:21 Technical Support -

Apr 02 Thursday 21:21 Technical Support -

The tickets are accessible through the customer profile which are available in a Public Group.
Note: If you don’t want to allow this, you need to create another custom role with the option to only
give them access to their own groups without giving them access to the Public Groups.



+ Add
Views c <
Your unsolved tickets 2
All Service & Rep Tickets 1
All Logistics Tickets 1
All Warranty Tickets 43
All HR Tickets 0
=" Tasks 320
Unassigned tickets 257
All unsolved tickets 465
Recently updated tickets 1
Pending tickets 57

This is the view from Anna and she is able to see tickets in her view from the Groups: Service &
Rep, Logistics and Warranty. She is also assigned as a group in the view for HR Tickets but she
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Incoming call from John Doe

Outstanding question about 2 additional rooms requeste...

can’t see these tickets because this is a private group.
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This is the view from Steve and he is able to see tickets from HR (private group) and all tickets from
the Technical Support group. He also has the possibility to see all other tickets if he search for

something specific.



