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Ticket Management

Tools for all things tickets
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Multichannel

Be available for your customers across all channels.
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Multibrand Help Center

Create a distinctive self-service portal for each of your brand's customers.
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Ticket Management

Zia

Self-Service

Automations

Extensibility

Agent Productivity

Multi Department

Organize your help desk to reflect your company's structure.
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Automations |

Extensibility | Agent Productivity Insights | Customization | Security

Telephony

Here's good ol' phone conversations with a helping of context.
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Social Media

Streamline your social media presence through your help desk.
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Live Chat

Be available for your customers in an instant..

Samnossnar.ylkes
&
#10 My zPhone isn't powering on. | nead some help Visitor Irdo
on this please. — — o
5:54 PM by Samrossner. Zylker - gamoasnerzylkeniigmsil. com o8 CPHane
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Zia

Al for your customer service teams
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Zia Voice

Zia can take on voice calls from your customers

Found more than one product with the
nama Fhone, Please choose one from
the given list,

eve expedited dalvery
What i my ardar status

You can choose Expedited Delivery
over Standard Delivery, at the time of
placing your order, for no extra charge.

Your order has bean shipped and 1S on
1S way. Your tracking number is
TH2E73A142

If you have any further questions,
please contact Zylker Support.

Thank vou

You're welcome

Which product are you looking
to order?

Phane

You're welcome
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Ask Zia

Customers can chat with Zia right from your mobile app or website
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Lia

Self-Service

Zia dives into the sentiment of every thread of a ticket

COMBLINITY

Automations

Extensibility

Agent Productivity

Sentiment Analysis

Insights

Customization

Security
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Auto-tag Tickets

Zia identifies key aspects of a ticket and adds them as tags
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Zia Notifications

Zia notifies you every time there's unusual activity
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Zia Dashboard

Monitor key statistics from a unified dashboard
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Reply Assistant

Zia gives agents appropriate solutions from the Knowledge Base, to use in responses
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Zia Skill Builder

Train Zia to perform actions specific to your business
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Self Service

Help customers help themselves



Ticket Management | Zia | Self-Service | Automations | Extensibility | Agent Productivity | Insights | Customization | Security

ASAP

Embeddable self-service
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Multibrand Help Center

Create a distinctive self-service portal for each of your brand's customers.
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Community

Build and grow a community of customers, prospects, and visitors

All ¢ IyiCaras

Welcome to Community »

* Yoo Agheris 2 years ago AnnoincemeTT

The Cammunity hub inside Zoho Support lets you build 8 powerul community around your business, while still Stats
samving custemars via othar channets 23 Views
Your customers can past 4 types of cortent within your community. These are ldess, Qeestions, Problems and

Discussions. Each of these serves 8 particular purpose. Participants
‘Whaen your cusiomars have something to discuss with you, they can past a discussion within your community,

H's & gresl way 1o debate and collaboarate. “
Your customars can ask you specine questions aboul your business, within your community hub, You can

answer these questions right there and earn their respect. You can also mark questions as ‘anssered’ and koeep

WOUF COmMmMunity arganized.

Prablems ara issues that your customens face when they Intaract with your businass. They can dascribe tha

ewxact problem(s) they faced and give you actionable ingights. You can convert the 'problem’ ino & suppart kel

and even Keap Cusiomerns updated on s S1aius

ldeas from customers often lead to e directions for your business. Aliow them 1o share their ideas within pour

community. Let other cusiomers yvobe on the deas and lel there be real demacracy within your community.

For morg informatian an how 1o Se1Up your community, you can check this page aut.

Share =2
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Zia Self-Service

Knowledge Base

A repository of solutions for commonly asked questions

Automations | Extensibility | Agent Productivity

Insights

Customization
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How do | order a replacement online?
FAD

- Turn off batterny-saver mode
FWatcl -

How do | enable automatic update of apps thr

- .

Transferring large files from one zPhao
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Setting up Finger ID security

How do | disable automatic updates?

How to enable live wallpapers

Backing up zPhone data regularly
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Automations

Automate routine tasks, save time
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Ticket Assignment

Ensure that every ticket gets automatically assigned to the appropriate agent

Rule Mame Description

Metwork Issues - zPhonezFad

Criterla Assign To

Product Mama is zPhame ME | Network Engineers

Taearm Mambairs

4% Don Evans ﬂ James Carter

Product Name is zPad 4% Don Evans ‘ Jo Yung ﬁ Mark Daniel

Add target

& rule Wil Nod assign more BCEeLS than N numBer Specmaa under threshaid

Security
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Notification Rules

Inform customers and agents automatically about ticket progress

Contact Notifications

Recelving a new ticket o
Receipt of ticket reply -
Closing a ticket A
Adding a public comment &
Editing a public comment a
Deleting a public comment o

CC'd users on receiving a ticket 7 _ g



Ticket Management | Zia Self-Service Automations | Extensibility | Agent Productivity Insights | Customization | Security

SLAs and Escalations

Maintain service levels and escalate violations automatically

Pad Tickets SLA et dedines the standards Tor lickels related 1o 2Pad.

When do you wanl 10 execube the SLA

Ticket Create

2 Haurs H Hours Calendar Hours Product Mame is ePad

1 Laval 1 Laval
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Workflows

Write rules to update fields, send alerts, add tasks, and perform actions
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Layouts

Collect and store details related to service processes
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Blueprint

Manage cross-functional service processes efficiently

Offar Sl Cun
—_—

Ay

. :

Sharesd wwih Mane. Wiarcal actios and it Suring Hw b
L 4

~AELERE— —— G-

Carcidars Sanm
Candidwin St a Selecied
= Rl
Harager dpzioyved Mansger Pxecisd
4 k- 4
| HLLSAGE
m L Prafis Rejeciiae ] Fmam sk ¥er 2wtz
il P
p— —— F "
| deimaane G (i bkl Bt

T |

Sl SR TR T E L

E
= Wil rwal=a e 0848 S ey | -

I 1 Cancidais Sxecion krizim
[ Cendidsis Sslecicn infarm | | owwd | e
L 4

Customization

-sbom



Ticket Management | Zia Self-Service Automations | Extensibility | Agent Productivity Insights | Customization | Security

Extensibility

Extend your help desk's capabilities



Ticket Management | Zia Self-Service Automations | Extensibility | Agent Productivity Insights | Customization | Security

Integrations Marketplace
With Zoho apps as well as third-party apps Build and host custom extensions for Zoho Desk
Custom Functions SDKs
Write custom pieces of code that will perform tasks To build powerful mobile apps

specific to your business

APls

Integrate Zoho Desk modules with other services
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Agent Productivity

Tools your agents need to communicate and collaborate
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Work Modes

A system to automatically organize open tickets

Overdue (1) Due in 6 hours (4)

#450 |5 there wireless charging? 4 -] #563 Is there a zPhone stylus?

-

%

Steven Jeaves Pavithra Krishnaswamy

E late by 24 minutes . In Progress . =5 11 35 minutes left . Open . =)

[ #440 Possible to connect
external camera?

o~

Paige Turmer

{0 35 minutes el . Open . =1

[~ #439 Unable to pay for an app ’

Martin Fresman

00430 hour left . Open . &1

[~{ #441 Latest update not
completed

Vincent Camaonetti

L Tormorrow 04:00 AM . Open

Insights |

Customization |

Due Im 12 hours and more (12)

#544 Any precision stylus for
ZPhone?

Shane Howell
5 Tomormow 12:00 PM Open 1

#543 Reg picture quality

Barry Zingowich
(% Tomormow 12:00 PM . Open . =3

#527 zPhone Battery Issue

Casie Fletcher

5 Tomorrow 12:00 PM . On Hold

#437 Charge-and-sync cable

Esther Wozniak
@ Tomormow 12:00 PM . Open . =3

Security
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Response Editor

Craft and send the best response with the help of context

= g Z T
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and cpen the 13 B . Hal,
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(Al i i M
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Perdthia
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NETD Apyss tako L 1 b
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Teams

Make it easier for your employees to collaborate

TICKETS - + zProne 0 & *
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& lemps Carier
il fugtsaria Hngul that! W wealch for upcisies Feere
a wod Agitaria
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CRM Integration

For advanced customer context
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Time Tracking

Keep track of time spent on every ticket and task.

O

My Active Timers

J #8851 zPads not connecting to WiFi

zFad

000935 =

J #9495 Z Phone battery related issue

ZyiCares

W o0 44 =

J #9955 @ZyiCares My tPad keeps trying to
update apps on mobile

Lyi_ares

I GH:35.41 =

*  Call for a review meeting

ZyiCares

I 0D:51:28 =
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Manage tickets even when you're away from your desk.

DLUE M 12 HOURS AKD MORE (5]

Cameera app not opening

Sam Bovinar terday 1

£ - L RoYWa Tng

GPS ot werking
Sam Roane

'L~ 4 Don Evans

Bag picture quality
famy fingeaich

1 Unasigresd

Frone hattery needs to ke faed
Sam Rpsine : £ P
1 s Unasigresd
Using live wallpapers
Feler Gral 1 L

5 Unastigresd

' I_.I L }

O

Casie Fletcher

Wiew Tickets »

Cantact information Dpen s Zoho CAM App
Lust fame Casle Flchar
Frrnl casellets b rylsn@gmad coam

Phone  0R-E1E-14ae

Cher bnformation
Gk 1 TRASEE24
Mpbrg Sheed DALY Tridmar vire
Madng Hate  Bhncis
Created By Vod Agiaria
Dl Ope Dt dale

Mading Tip E5E3]
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Insights

All the stats you need, right where you need them
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The HQ

Key stats for the manager, all on a single screen

Lok 39 Floary
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Radar

Mobile app for managers, for stats on the go

od figharia

Dion Bamnm

Stwile Rumimae o

T Malanie Ward | Ml EnDai piises

Insights

Customization

Security




Ticket Management | Zia Self-Service Automations | Extensibility | Agent Productivity Insights | Customization | Security

Custom Reports and Dashboards

Your metrics, your way.
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Customization

Tailor your help desk to suit your business
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Ticket Status Ticket, Email, Response
Templates
Rebranding Domain Mapping

Layouts Custom Fields
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Security

Topnotch security for you and your customers
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Roles Profiles

Data Sharing Field Level Security

GDPR Compliance



THANK YOU



