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You can take customer service to a whole new level by reducing your incident resolution time by integrating Zoho
Assist with ServiceNow. With this integration, you can conduct a remote support session or even launch a screen
sharing session for training or demo related purposes right from the ServiceNow incidents. Once the session ends

you may update the incident state, short description and add session notes to be stored in the incident records.
Steps

To use Zoho Assist from ServiceNow incidents you should,

e Configure ServiceNow in Zoho Assist

e Install Zoho Assist App from ServiceNow Store

Steps

How to configure ServiceNow

Once you log in to your Zoho Assist account, go to Settings

Choose Integrations under General.

Click on Configure given beside ServiceNow.

Enter your company name and click ENABLE.

https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now


https://www.zoho.com/assist/help/servicenow.html#configure-servicenow
https://www.zoho.com/assist/help/servicenow.html#install-zohoassist-app-servicenow
https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now

Connect With ServiceNow

Enter Your Service Now Company Name

zylker| .service-now.com

ENABLE

e Now log in to your ServiceNow account and click Allow.

How to install Zoho Assist App in ServiceNow

¢ Go to store.service.com and install ManageEngine Zoho Assist.

https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now


https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now
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ManageEngine Zoho Assist - Remote Support and Screen Sharing

Instant remote support and screen sharing right from your ServiceNow instance records.

' by ManageEngine
Compatibility: Jakarta, Istanbul
-

No Reviews

Streamline your support workflow by integrating ManageEngine Zoho Assist with ServiceNow. With ME Zoho
Assist, you can launch an on demand remote support session to monitor and control your customer’s computer
directly from your ServiceNow incidents.

Reduce your incident resolution time by accessing the remote screen in real-time with our secure and multi-
platform remote access capabilities. A detailed summary of the remote support session along with the incident
state and short description will be stored in the incident itself.

Key Features

Remotely view and control customer’s remote device

Transfer files from/to your remote computer

Instant Screen sharing for training or demo

In-Session Chat to help you communicate with your customer

Reboot and reconnect the remote desktop

Store remote session details along with session notes within the corresponding incidents

System Requirements
ME Zoho Assist Remote Support License (Standard)

ServiceNow Enterprise License

Release Notes

« Instant Remote Support and Screen Sharing right from incidents.
+ Update incident state and description at the end of every support session.
« Store session details within corresponding incidents.

Supporting Links & Docs Support Contacts

Help Page Technical Support
Home Page support@zohoassist.com

Connect WithServiceNow

e Once installed, go to Setup under ManageEngine Zoho Assist module.

e Copy paste the API Key generated in Zoho Assist website and click Save.

https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now

Pricing
Free

Compatibility
Jakarta
Istanbul

Version
1.0.0

Industry
All

Category
Incident Management

Type
Integration

Feedback


https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now
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STEPS TO INSTALL

To Configure Servicenow

« Log in or Sign Up to Zoho Assist.
+ Navigate to Settings

+ Insettings, goto General -> Integrations

+ Once the tab opens, click Servicenow -> CONFIGURE
+ Enter the sub-domain and click ENABLE

+ Now enter your Servicenow credentials and click Sign In

+ Once you sign in you will be provided with an API Key

To Install Zoho Assist

+ Get Zoho Assist app from ServiceNow Store.

« Enter the API key provided in Zoho Assist.

+ Check Are you using Zoho Assist EU? if you have account
on assist.zoho.eu.

Are you using Zoho Assist EU?
() Yes | No

Save

Instantly support customers located anywhere using Zoho Assist, a remote support and remote access software. Learn more.

+ Search for the MangeEngine Zoho Assist Setup module in Filter navigator.

How to start a remote support/screen sharing session

Go to any Incident and choose either Access Remote Screen or Share My Screen.

Click on Start Session.
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Incident - INC0000027 7

Number INC0000027 Opened
Caller Fred Luddy A Opened by
Location Raleigh NC Contact type
Category Software State
Subcategory ~ None - ¢ Assignment group
Configuration item Windows XP Hotfix (SP2) Q817606 & Assigned to

Impact 1-High

Urgency 2- Medium
Priority 2- High
Short description Please remove the latest hot fix from my

Notes | Related Records | Closure Information* | Desktop Central
Update | | Zoho Assist | | Desktop Central Tools | | Delete
Related Links

Repair SLAs

= TaskSLAs Goto ' SLA definition v

Password Manager Pro | ManageEngine Zoho Assist

(@ Access Remote Screen () Share My Screen

Start a session to get connected to your remote customers instantly.

Start Session

https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now
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https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now

e An email invitation will be sent to your customer to join the remote support session along with the incident
details.

e The remote support/screen sharing session will begin once your customer joins the session.

¢ Once the session ends, you can update the incident state, short description and session notes for the
corresponding incident from Zoho Assist Technician Console itself.

End Session

Service Now Incident State <#INC0020002>

Resolved v

Service Now Short Description

Your service pack is updated and the issue is resolved now.

El Add Session Note

(D Download Chat Transcript

LEAVE FEEDBACK ‘ m

Note:

Only users with the below assigned roles can conduct Remote Support/Screen Sharing session from ServiceNow.

e X _manen_assist.AssistUser
e X _manen_assist.AssistModerator

e X _manen_assist.AssistAdmin

https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now


https://help.zoho.com/portal/en/kb/assist/user-guide/integrations/articles/service-now

