[bookmark: _GoBack]Issue- Customer initiates support ticket from a non-SMS channel, and wants to switch to an SMS channel for additional follow-ups. SMS messaging as a communication channel doesn’t support threading, so the Support behavior requires that only 1 SMS-based ticket is active at any given time, and it must be established from the customer side.

Solution – After an initial ticket is created, use a combination of triggers, macros, custom fields and people process to establish a new SMS ticket, initiated by the customer, linked as closely as possible to the original non-SMS request, or prepared for ticket merging. 


Pre-reqs
1. Zendesk ticket (from any channel), assigned to a specific agent. 
2. Customer cannot have any active SMS channel ticket (anything except closed). If they do, SMS replies will go to that ticket, which may be hard to track down and isn’t useful.
3. (Optional but useful) – custom field or tag to track customer communication preference (ie “SMS Preferred” field on a webform, which adds a “needs_sms_enrollment” tag to the ticket).

Setup/Workflow steps
1. Setup a macro to initiate an SMS communication, add (optional) note to the ticket about what’s happening, remove any “needs_sms_enrollment” tag, and add an “SMS” tag that trigger the actual SMS process on save. 
a. *Note - Designing this macro message to feel like an enrollment process seems to provide best results.

Example macro
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2. Setup a trigger which fires when a ticket is updated and contains the “SMS” tag. Actions will text Requester with a message explaining the SMS enrollment process, and then remove the “SMS” tag to prevent looping logic.
a. **Note: the Trigger MUST also contain a placeholder tag with the assignee’s name {{ticket.assignee.name}} or some identifying data in order for the auto-assign logic in the following steps to work.

Example trigger
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3. Setup a second trigger to handle auto-triage to the original agent. Conditions for ticket being created from Text channel, and containing Comment Text with the agent’s name (or whatever identifying data was used). By having the proactive SMS trigger contain a placeholder with this info, we can ensure that the first comment created by the new ticket will contain what we need to auto-triage.

Example trigger for triage
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4. When customer responds to the SMS message from the first trigger, a new Zendesk ticket from SMS channel will be created. The first comment will always be a system generated comment that refers to the last message sent to the customer (in this case a notification from the original ticket). The second trigger thus auto-assigns the new SMS ticket to the same agent assigned to the original ticket.

Example SMS ticket with system message
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From here, use the Activity history in the essentials card or the link in the system generated message to jump between tickets as needed, use a plug-in app to link the two tickets together, or merge the original ticket into the new one using the system merge so that additional follow ups will stay with the SMS ticket.
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Add actions to add a comment to the ticket or update the ticket's field values.
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Comment mode v Private v
Comment/description v

Rich content

Customer would like to receive SMS channel follow-ups for communications related to this request. Enroliment process.
will be triggered after saving this comment.

*Note to Agent* Please be sure to send future messages regarding this request in the SMS thread (after it is
created and linked), unless customer requests otherwise or communication requires emailjphone follow up.
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Include plain text fallback
Certain channels such as mobile, Facebook, and Twitter don't support rich content. In those cases, we'll use the plain
text fallback
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Text user v (requester) v
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Request Help +1 (415) 787-7599  ~
Body

We have received your request to follow up with SMS communication for this claim process. Please reply CONFIRM to
this message to complete the enrollment process.

Cheers,
iticket assignee.name}}
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Your comment is sent to the ticket requester

To: @ Carla Hamilton /*
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Carla Hamilton
hitps:/jmhale.zendesk.com/agent/tickets/15827comment

To: Carla Harmilton Show all

CONFIRM

Carla Hamilton
hitps:/jmhale.zendesk.comjagent/tickets/15827comment=998883449694
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Attach file

less than a minute ago

less than a minute ago

Last message to the customer was a notification from ticket 1581 - Need some help

Notification:

“We have received your request to follow up with SMS communication for this claim process. Please reply CONFIRM to this message to complete the enroliment process. Cheers, Matt Hale "





