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1. Introduction

This document contains all essential information for the user to make full use of this A2019 —Zendesk
Assistant. This Bot is used to create users & tickets in the Zendesk suite.

1.1 Overview

This Bot is used to create tickets & users in Zendesk suite. It supports both single as well as bulk
operations. It takes input data from user using prompt command and perform the required task and
shows the response of operation.

1.2 Use cases

The key use cases include:

. Reads data from an XLSX Template.
. Perform operations such as Create tickets or users in Zendesk using different input by the
user

1.3 System Requirements

Enterprise A2019 (Cloud deployed) and Community Edition device requirements.

Review the machine hardware specifications, operating system versions, and browser types
supported by Automation Anywhere Enterprise for creating and running bots and command
packages as an Enterprise A2019 (Cloud deployed) or Community Edition user on your local
machine.

1.4 Prerequisites

1. Automation anywhere enterprise A2019 enterprise installed.

2. Microsoft Excel must be installed.

3. AZendesk Account

4. Python 3.8.x must be installed. Install from here

5. Mandatory Python Libraries to be installed(How to Install a Package in Python):
a. requests
b. json
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https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/deployment-planning/cloud-requirements-operating-system-compatibility.html#Zj0vY2F0ZWdvcnkvaW5zdGFsbD9wPUluc3RhbGw=
https://www.python.org/downloads/
https://datatofish.com/install-package-python-using-pip/
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2. Getting Started

2.1 Quick Start

2.1.1 Configuration and Use

The Bot will fetch Input Folder path that contains the data, output folder path,
username, APl key, Zendesk URL from the config excel file.

This condition requires little input from the User.

Input Folder: Complete path of input excel file.

Output Folder: Complete path of output folder.

Log Folder: Complete path of log folder where ErrorLog.txt file is present.
Username: Specify your Zendesk email id.

APl key: Specify your Zendesk API key.

Url: Specify your Zendesk domain URL.

INPUT VARIABLES: Input Variables to be mentioned in this Table.

Variable Type Mandatory | Purpose Direction | Additional Info
Name
. Contains the path of Provided Path
sinputFolder String | Yes the input file ?rom Input D:\A2019 - Zendesk Assistant\Input Folder\Input
config.xlsx File.xlsx
sOutputFolder String Yes Contains the path of Input Provided Path: .
output folder from D:\A2019 - Zendesk Assistant\Output Folder

config.xlsx

Contains the path of
log folder from Provided Path:

config.xlsx. D:\A2019 - Zendesk Assistant\Log
ErrorLog.txt
contains error
message in case of
error.

sLogFolder String Yes Input

. Contains the Your Zendesk email id
vZenUsername | String Yes Input
username from the

config.xlsx

Contains the APl key Your Zendesk API key

ZenApiK i Y
vzenspiiey String es from the config.xlsx
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vZenUrl

String Yes

Contains the URL
from the config.xIsx

Your Zendesk domain URL
https://your-domain-name.zendesk.com
E.g.: https://cloudsys.zendesk.com

OUPTUT VARIABLES: Input Variables to be mentioned in this Table.

Variable Name

Type

Mandatory

Purpose

Direction | Additional Info

vErrorMessage

String

Yes

If error occurs, the

error message is set in

this variable

Output

vErrorLine

Number

Yes

If error occurs, the

error line is set in this

variable.

Output

e Setup

STEP 1 (Setting up a Zendesk Account):

Click here

The below page will appear once the above link is clicked —

@ zendesk.com

zendesk

Introducing Zendesk Duet - starting at $59. A nice package. A great price. A perfect combination of soles and support. ~ Learn more

Products P

ricing

Solutions Demo

The best customer
experiences are built
with Zendesk

Our customer service and engagement
products are powerful and flexible, and

scale to meet the needs of any business. ﬁ
[ Frestria

[ v N

Q

(

t

new products and features joining the Zendesk family

/f[‘! The secret s out
] ‘ . We have new

¥

oD#x B AO0O@EGOOBO &

X

Servees s m

e

3 Contact Sales
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e If you already have an account, click on ‘Login’.
e For new users, click on ‘Get Started and sign up for a new
account.

Step 2 (Generating URL & Keys):

e Once you are logged into your account go to settings
e Click on Api option

+ Add

Fe Support
Learn about Support tickets

4. Guide
Set up your Guide Help Center

'® Chat

See how Chat works

Talk
Watch a Talk demo

The Suite Advanced features

Welc

The Suit
extra kne

Califor
Share th

Domain
Suppori
Talk nur

What's
Support
Guide Hi
Chat wic

Talk demr
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+ Add
Ticket Forms “
Dynamic Content

Sunshine [

CHANNELS

¢ Click on the Enabled button to enable the token access and then click on add to get the
new APl Token.
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'Zendesk AP

Settings OAuth Clients Activity Target Failures

Password Access (@

Enable AP| authentication using an agent's email address and password.

) Token Access @

We recommend that you use API tokens to keep your agents’ passwords safe. When authenticating with tokens, add /token to the end of your usemame.

Active API Tokens (1)

2NidxTvs...

e Paste the Api key in Config excel sheet

Config.xlsx:

Create an Excel sheet in this format.

] A B c ) | E
[Input patee 0 M 000 | \
Input Folder D:\A2018 - Zendesk Assistant\Input Folder\Input Filexlsx specify the input excel file path in here

Qutput Folder D:\A2018 - Zendesk Assistant\Qutput Folder specify the gutput folder path in here

Log Folder D:\A2018 - Zendesk Assistant\Log specify the eror log folder path in here

Username your zendesk email id specify your zendesk email id

API Key your api key specify the api key here obtained from your zendesk account

url https://your-domain-name.zendesk.com specify your zendesk domain/url

‘ Config ‘ ® 1

A sample config excel sheet will be downloaded in this path C:\A2019 - Zendesk Assistant
- KLOUDPAD Mobility Research Pvt Ltd\Docs\Config.xIsx

Note : you can edit the variable “fConfigFile” to set your config excel path
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Input: Input File.xIsx

Sheet Name 1: User(s)

A | B | c | D
Full Name |Email Role status

Kevin kevin@abc.com end-user

Haseena haseena@abc.com agent

Ajith ajith@abc.com end-user

Role

Status

end-user
agent
admin

User Already exists
Success
Failure

User(s) | Ticket(s) | (O]

Sheet Name 2: Ticket(s)

A | B c D | E F

Subject [Body |status
Hardware Problem Mouse is not working  Success
Hardware Problem System is not working  Success

User(s) Ticket(s) @
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Output:

A | B | c | D | _E F | 6 |muamm
Full Name ‘Email Role Status
Kevin kevin@abc.com end-user User already exists
Haseena haseena@abc.com agent Success
Ajith ajith@abc.com end-user Success
Role end-user
agent
admin

Status  User Already exists
Success
Failure

L]

User(s) | Ticket(s) | ® i [4]
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5.Support & FAQs

5.1 Support

Free bots are not officially supported. You can get access to Community Support through the following
channels:

e You can get access to Community Support, connecting with other Automation Anywhere
customers and developers on APeople — the Bot Building Forum, the Bot Store Support Forum,
or the Developers Everywhere Group.

e Automation Anywhere also provides a Product Documentation portal which can be accessed for
more information about our products and guidance on Enterprise A2019.

5.2 FAQs

For questions relating to Enterprise A2019: See the Enterprise A2019 FAQs.

For questions relating to Enterprise A2019: See the Enterprise A2019 FAQs.
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https://apeople.automationanywhere.com/s/?language=en_US
https://apeople.automationanywhere.com/s/topic/0TO6F000000clDdWAI/bot-building?language=en_US
https://apeople.automationanywhere.com/s/topic/0TO6F000000oT3rWAE/bot-store?language=en_US
https://apeople.automationanywhere.com/s/group/0F96F000000l23JSAQ/developers-everywhere?language=en_US
https://docs.automationanywhere.com/
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/release-notes/cloud-release-notes.html#Zj0vY2F0ZWdvcnkvZXhwbG9yZT9wPUV4cGxvcmU=
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/release-notes/cloud-A2019-faq.html#Zj0vY2F0ZWdvcnkvZXhwbG9yZT9wPUV4cGxvcmU=
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/release-notes/cloud-A2019-faq.html#Zj0vY2F0ZWdvcnkvZXhwbG9yZT9wPUV4cGxvcmU=
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Appendix A: Record of Changes

No. Version Number Date of Change Author Notes

1. 1.0 24/October/2020 Shabeera Beebi Release Version
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No.

Appendix B: References

Topic
Overview of Enterprise A2019

Guidance: Building basic A2019 bots
Guidance: Building A2019 action packages
APeople Community Forum

Automation Anywhere University

Reference Link
Click here

Click here
Click here
Click here

Click here
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https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/aae-client/bot-creator/using-the-workbench/cloud-explore.html#Zj0vY2F0ZWdvcnkvZXhwbG9yZT9wPUV4cGxvcmU=
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/aae-client/bot-creator/using-the-workbench/cloud-how-to-build-and-edit-bots.html#Zj0vY2F0ZWdvcnkvYnVpbGQ/cD1CdWlsZA==
https://docs.automationanywhere.com/bundle/enterprise-v2019/page/enterprise-cloud/topics/developer/cloud-create-package-overview.html#Zj0vY2F0ZWdvcnkvYnVpbGQ/cD1CdWlsZA==
https://apeople.automationanywhere.com/s/?language=en_US
https://university.automationanywhere.com/b
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