Zendesk Integration

Connects Zendesk Messaging and Zendesk Support with the Newo Al agent so chat visitors can talk to
the Al first, then move to a human agent in Zendesk Agent Workspace when needed. The same integration
can also create Zendesk Support tickets when the customer needs follow-up instead of a live chat handoff.

Create the Newo project

If this project already exists in Newo Builder, skip this subsection and continue with the integration-specific
settings below.

1. In Newo Builder, open the projects list and click Create Project (or Create New Project from the
top-right menu).

|#..Create New Project menu in Newo Builder

2. Fill IDN and Title. The exact names do not matter; use any clear names your team will recognize.
3. In Registry, choose the release channel:
o staging — the newest module fixes appear here first. Use it when you need the latest fix,
but expect possible unfinished changes.
o production — the final stable version for live projects.

4. In Module, select the module for this integration.

|#..Create Project form showing IDN, Title, Registry, and Module fields 5. Leave Module version on Latest

version unless support tells you to pin a specific version, then click Create.

Prepare Zendesk Conversations API

Open Zendesk Admin Center first. From any Zendesk product, click the Zendesk products menu in the top
bar, then select Admin Center. You can also open it directly:

https://{subdomain}.zendesk.com/admin/home
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Admin Center reference: Using_Zendesk Admin Center.

Then open the Conversations APl page:

Admin Center —> Apps and integrations —> APIs —-> Conversations API

Date created

May 6, 2026 at 4:37:08 PM

Create a Conversations APl key or open an existing key. This page is separate from the API tokens page in

the same APIs menu. Copy these values:

Zendesk value Newo setting

App ID Messaging App ID

Key ID Sunshine API Key ID

Secret Sunshine API Key Secret
Important:

e The App ID is not a secret.
e The Key ID is not enough by itself; Newo also needs the Secret.

o Zendesk shows the Secret only when the key is created, so copy it before leaving the page.

e Store the Secret only in the hidden Newo setting.


https://support.zendesk.com/hc/en-us/articles/4581766374554-Using-Zendesk-Admin-Center
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Official reference: Sunshine Conversations APl authentication.

Fill Newo Zendesk Settings

Open Newo Builder, go to project settings, and find the Module - Zendesk group.

Use these values:

Field Value

Only the Zendesk subdomain, for example newosupport from
Zendesk Subdomain
https://newosupport.zendesk.com

Messaging App ID App ID from Zendesk Conversations API
Live Agent Target Keep zd-agentWorkspace

Add Zendesk Handoff .
True unless you already configured the canvas manually

Scenario
Enable Ticket Tools True only if the Al should create Zendesk Support tickets
Sunshine API Key ID Key ID from Zendesk Conversations API

Sunshine API Key X
s . Secret from Zendesk Conversations API
ecre

Create API key


https://developer.zendesk.com/documentation/conversations/getting-started/api-authentication/
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Private credential for Zendesk Support API token auth. Enter the login email of the Zendesk admin or agent account used with the Support API token; requests authenticate as {email}/token. Where to
find it: Zendesk Support -> top-right avatar -> View profile -> Email, or Admin Center -> People -> Team members -> open the adminfagent -> Email.
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Module - XCally 9. Support API Token | project_attributes_private_zendesk_support_api_token

Quick check:

Check Expected
Zendesk Subdomain Not empty, no https://, no .zendesk.com
Messaging App ID Not empty
Live Agent Target zd-agentWorkspace
Sunshine APl Key ID Not empty
Sunshine API Key Secret Not empty

Add Zendesk Handoff Scenario True for first setup



Enable Zendesk Support Tickets

This section is required only if the Al should open Zendesk Support tickets. If the integration only needs live

chat handoff to Zendesk Agent Workspace, leave Enable Ticket Tools as False and skip these

credentials.

Ticket creation uses the Zendesk Support API, which is separate from Conversations APl credentials. The

Support API token lives under a different Admin Center menu item:

Admin Center —> Apps and integrations —> APIs —> API tokens

To enable tickets, fill two additional hidden Newo settings:
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Where to get it

Zendesk Support -> top-right avatar -> View profile -> Email, or Admin Center ->

People -> Team members -> open the admin/agent -> Email

Admin Center -> Apps and integrations -> APIs -> API tokens -> Add API token

Apps and integrations > APIs > APl tokens

API tokens

AP tokens are auto-generated passwords that team members use together with their
email addresses to authenticate API requests. Learn about AP tokens (2. View the
Zendesk Developer Terms (2.
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Product access Support role Last sign-in

Support, Knowledge, Analytics, Voice, Chat ~ Admin May 11, 2026



Important:

e Use an admin or agent email that can authenticate with the Support API token.
e Zendesk Support API token auth uses {email}/token:{api_token} .

e Do not paste the Conversations APl Key ID or Secret into Support API Token ; API tokens isa

separate Zendesk Support credential page.

o If either value is wrong, ticket creation returns 401 .

e [f the customer has an email or phone but no name, the Al should ask for the customer's name

before creating the ticket.

Official references:

e Zendesk Support authentication

e Zendesk Tickets API

Publish and Verify Zendesk Setup

Click Publish All in Newo Builder.

After publishing, the Zendesk setup should:

e register the Zendesk custom tools in Newo;

e create or reuse the Newo incoming webhook connector for Zendesk;

e find or create the Zendesk Conversations integration;
e create or update the Zendesk webhook;
e add the default live-agent handoff scenario to the Newo canvas if Add Zendesk Handoff

Scenario is True .

If you want to inspect the Zendesk webhook manually, open:

Admin Center —> Apps and integrations —> Integrations —> Conversations integrations

Expected webhook configuration:

Setting
Request method
Request format
Include full user
Include full source

Required subscriptions

Expected
POST
JSON
Enabled
Enabled

conversation:message, switchboard:passControl, switchboard:releaseControl


https://developer.zendesk.com/api-reference/introduction/security-and-auth/
https://developer.zendesk.com/api-reference/ticketing/tickets/tickets/
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How to Test

Basic Handoff Test

Passthrough messaging

. Open a fresh Newo chat session.

. Ask for a live operator.

. Confirm the handoff if the Al asks for confirmation.

. Verify that a new Zendesk Messaging conversation appears in Zendesk Agent Workspace.
. Reply from Zendesk as an agent.

D ok W N -

. Verify that the Zendesk reply appears back in the same Newo chat.

Expected result:

e The customer stays in the Newo chat widget.

e Zendesk receives the conversation.

e Newo stops normal Al follow-up while the human agent owns the conversation.
e Zendesk agent replies return through the Zendesk webhook.
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Newo chat customer

= The customer initiated a brief conversation with minimal interaction, mentioning *aizat" and "call operator." No specific issue, request, or resol...

b4
4= ERER 7 = Waiting on your respon... X +
S rganization (create) lewo chat customer ckef
Organizati t Newo chat cust Ticket #2
- Assignee* take it Conversation with Newo chat customer
Via Sunshine Conversations API
ae
a
Followers
a o  Newochatcustomer @ < - Thursday 03:52
hi
Tags
messaging_reminder_1 yes, aizat

messaging_reminder_2

messaging_reminder_final

Type

Priority

Normal

Summary

The customer initiated a brief conversz

Summary date and time

2026-05-07T00:14:56Z

Summary agent ID

46339375374097

Summary locale

en-Us

Intent

Ticket Creation Test

call operator
o Newochat customer & © - Thursday 03:53

yes

e — hursday 03:54
a3

hi

Answer Bot © - Thursday 03:59

Waiting on your response. If we don't hear from you within a few minutes, this ticket will be marked as solved.

Conversations @ e w
° Newo chat customer & z ~
External ID newo-chat-6d56288a-9d...
Local time Mon, 23:09 GMT+4
Language English (United States)
Notes Add user notes
Interaction history Cc -~

W Conversation with Newo chat customer
Thursday 03:52
Status Solved

Use this test only if Enable Ticket Tools is True and the Support API credentials are filled.
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. Open a fresh Newo chat session.
. Ask the Al to pass an issue to support for follow-up.
. Provide the customer's name.
. Provide at least one contact method: email or phone.
. Provide the issue summary.
. Verify that a new ticket appears in Zendesk Support.

Example customer message:

Please pass this to your support team. My name is Aizat Valiev.
My email is aizat@example.com. The delivery is late.

Expected result:

e The Al gathers missing name or contact details before creating the ticket.

e Zendesk creates a Support ticket.

e The ticket requester has a name and contact method.
e The ticket comment contains the customer contact details and issue summary.

=7 This ticket is closed and cannot be edited [ENSEEICR VAN
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Where to Look in Zendesk

What you are checking

Messaging handoff
conversation

Created Support ticket

Conversations API
credentials

Support API token

Conversations webhook

Zendesk location
Zendesk Support -> Agent Workspace -> Conversations or Tickets
Zendesk Support -> Tickets
Admin Center -> Apps and integrations -> APIs -> Conversations API

Admin Center -> Apps and integrations -> APIs -> API tokens

Admin Center -> Apps and integrations -> Integrations ->
Conversations integrations



