
Zendesk	
  &	
  Cisco	
  Finesse	
  integra2on….powered	
  by	
  CT	
  Solu2ons	
  
	
  

CT	
  Eazipopper	
  is	
  the	
  result	
  of	
  a	
  collabora4on	
  between	
  Zendesk,	
  Cisco	
  and	
  CT	
  Solu4ons.	
  This	
  is	
  an	
  “out-­‐of-­‐the-­‐
box”	
  offering	
  that	
  integrates	
  Zendesk	
  with	
  Cisco	
  Contact	
  Center.	
  This	
  means	
  that	
  there	
  is	
  no	
  special	
  
integra4on	
  work	
  or	
  customiza4on	
  that	
  needs	
  to	
  be	
  done,	
  for	
  it	
  to	
  work	
  at	
  your	
  site.	
  
	
  

CT	
  Eazipopper	
  provides	
  the	
  following	
  features:	
  
	
  

	
  	
  	
  	
  -­‐	
  Auto	
  display	
  the	
  callers	
  profile,	
  and	
  any	
  open	
  4cket(s)	
  
	
  	
  	
  	
  -­‐	
  Auto-­‐create	
  new	
  Zendesk	
  4cket,	
  if	
  none	
  open	
  for	
  caller	
  
	
  	
  	
  	
  -­‐	
  AgentID	
  synchroniza4on	
  between	
  Cisco	
  and	
  Zendesk	
  
	
  	
  	
  	
  -­‐	
  Call	
  answer	
  /	
  hangup	
  buNons	
  
	
  	
  	
  	
  -­‐	
  Agent	
  login	
  /	
  logout	
  
	
  	
  	
  	
  -­‐	
  Agent	
  Ready	
  /	
  Not	
  Ready	
  /	
  Not	
  Ready	
  Reasons	
  
	
  	
  	
  	
  -­‐	
  Just	
  ONE	
  click	
  to	
  dial	
  the	
  4cket	
  requester.	
  
	
  	
  	
  	
  -­‐	
  Enhanced	
  Zendesk	
  repor4ng	
  of	
  4cket	
  channel.	
  
	
  	
  	
  	
  -­‐	
  Tag	
  4ckets	
  with	
  DNIS	
  and	
  source.	
  
	
  	
  	
  	
  -­‐	
  IVR	
  data	
  can	
  be	
  used	
  for	
  search,	
  form	
  selec4on	
  or	
  tags	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
For	
  more	
  informa4on:	
  www.ct-­‐solu4ons.com/zendesk	
  	
  

PHONE	
  NUMBER	
  FORMATS	
  
CT	
  Eazipopper	
  is	
  specially	
  designed	
  to	
  allow	
  you	
  use	
  any	
  phone	
  number	
  format.	
  This	
  includes	
  mixing	
  
internal,	
  local,	
  na4onal	
  and	
  interna4onal	
  formats	
  and	
  even	
  appending	
  	
  
extension	
  number.	
  Eazipopper	
  converts	
  them	
  all	
  to	
  E164	
  internally	
  for	
  	
  
fast	
  and	
  accurate	
  screen	
  pop.	
  
	
  

PHONE	
  CALL	
  REPORTING	
  
Tickets	
  created	
  as	
  a	
  result	
  of	
  inbound	
  calls	
  are	
  marked	
  by	
  CT	
  Eazipopper.	
  
This	
  means	
  you	
  can	
  use	
  Zendesk	
  Repor4ng	
  to	
  see	
  how	
  your	
  4ckets	
  are	
  	
  
sourced	
  by	
  channel	
  
	
  

COMPATIBILITY	
  
	
  	
  -­‐	
  Cisco	
  Finesse	
  with	
  any	
  Cisoc	
  Contact	
  Center	
  
	
  	
  -­‐	
  Zendesk	
  agent	
  interface	
  (not	
  classic)	
  
	
  

See	
  screen	
  snaps	
  	
  
on	
  the	
  next	
  page…	
  

Zendesk & Cisco Finesse integration….powered by CT Solutions 
 

CT Eazipopper is the result of a collaboration between Zendesk, Cisco and CT Solutions. This is an “out-of-the-
box” offering that integrates Zendesk with Cisco Contact Center. This means that there is no special integration 
work or customization that needs to be done, for it to work at your site. 
 

CT Eazipopper provides the following features: 
 

    - Auto display the callers profile, and any open ticket(s) 
    - Auto-create new Zendesk ticket, if none open for caller 
    - AgentID synchronization between Cisco and Zendesk 
    - Call Answer/Release Button 
    - Agent Login/Logout 
    - Agent Ready / Not ready 
    - Just ONE “click” to dial the ticket requester. 
    - Enhanced Zendesk reporting of ticket channel. 
    - Tag tickets with DNIS and source. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
For more information: www.ct-solutions.com/zendesk 

 

PHONE NUMBER FORMATS 
CT Eazipopper is specially designed to allow you use any phone number format. This includes mixing 
internal, local, national and international formats and even appending  
extension number. Eazipopper converts them all to E164 internally for  
fast and accurate screen pop. 
 

PHONE CALL REPORTING 
Tickets created as a result of inbound calls are marked by CT Eazipopper. 
This means you can use Zendesk Reporting to see how your tickets are  
sourced by channel 
 

COMPATIBILITY 
  - Cisco Finesse 10 with any Cisco Contact Center 
  - Zendesk agent interface (not classic) 
 

See screen snaps  
on the next page… 



Zendesk	
  &	
  Cisco	
  
Finesse	
  integra2on	
  
…powered	
  by	
  	
  
CT	
  Solu2ons	
  
	
  

This	
  screen	
  snap	
  shows	
  how	
  a	
  
Customer	
  interac4on	
  can	
  easily	
  
flow	
  from	
  phone	
  calls	
  to	
  chat,	
  	
  
email	
  and	
  back	
  to	
  phone	
  call.	
  
This	
  screen	
  was	
  popped	
  to	
  the	
  
Agent	
  receiving	
  the	
  final	
  phone	
  
Call	
  on	
  the	
  4cket.	
  
	
  
Note	
  the	
  4cket	
  has	
  been	
  	
  
tagged	
  as	
  “phone	
  inbound”,	
  	
  
and	
  with	
  the	
  DNIS.	
  This	
  
happened	
  when	
  the	
  4cket	
  
was	
  auto-­‐created	
  from	
  the	
  
first	
  phone	
  call.	
  Tagging	
  
facilitates	
  detailed	
  repor4ng.	
  
	
  
IVR	
  Integra4on	
  Example	
  
Pop	
  Zendesk	
  user	
  based	
  on	
  	
  
customer	
  ID	
  entered	
  in	
  IVR,	
  pop	
  the	
  correct	
  Zendesk	
  form	
  	
  
for	
  the	
  department	
  chosen	
  in	
  IVR,	
  and	
  add	
  a	
  4cket	
  tag	
  based	
  on	
  IVR	
  choices.	
  
	
  
	
  
CT	
  EaziPopper	
  has	
  embedded	
  call	
  control	
  features	
  such	
  as	
  Call	
  answer,	
  Call	
  Release	
  as	
  well	
  as	
  Agent	
  
features	
  like	
  Ready	
  /	
  Not	
  Ready	
  /	
  Not	
  Ready	
  Reasons	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  
	
  

For	
  more	
  informa4on:	
  www.ct-­‐solu4ons.com/zendesk	
  	
  

Zendesk & Cisco 
integration…. 
powered by  
CT Solutions 
 

This screen snap shows how a 
Customer interaction can easily 
flow from phone calls to chat,  
email and back to phone call. 
This screen was popped to the 
Agent receiving the final phone 
Call on the ticket. 
 
Note the ticket has been  
tagged as “phone inbound”,  
and with the DNIS. This 
happened when the ticket 
was auto-created from the 
first phone call. Tagging 
facilitates detailed reporting. 
 
 
 
 
 
CT EaziPopper has embedded call control features such as Call answer, Call Release as well as Agent 
features like Ready/Not Ready 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

For more information: www.ct-solutions.com/zendesk 
 

 For more information: www.ct-solutions.com/zendesk 


