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Amazon Connect Documentation 
User should be familiar with Amazon Connect prior to installing and configuring the AWS Connector 
Zendesk App. Please refer to the Amazon Connect Administrator Guide. 
 
The AWS Connector Zendesk application is available only to agents with “Talk - Partner Edition” seats 
(see zendesk.com/talk/pricing).  

AWS Connector Zendesk App 
The AWS Connector Zendesk application is a Zendesk app that will 

● Embed Amazon Connect’s web-based softphone on the top bar of a Zendesk Support instance 
● Include real-time transcription and speech analysis through Amazon Transcribe and 

Comprehend within a mini-app on the right side bar of a Zendesk Support instance 
● Link caller to a Zendesk Support user profile based on the caller’s phone number 
● Generate tickets or open existing tickets based on the outcome of call flows 
● Attach the following into a Zendesk Support ticket 

○ Call recording with the ability to play/stop recording within the ticket, including a 
download link 

○ Amazon Connect contact details 
○ Amazon Transcribe and Amazon Comprehend speech analysis 

 

Amazon Connect contact flows 
We provide two sample contact flows with this installation. 

1. Sample contact flow where a caller uses DTMF tones to select options in the IVR 
2. Sample contact flow where a caller uses their voice to select options in the IVR. This contact 

flow uses Amazon Lex. 
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AWS Connector Installation Guide 

Step 1: Create an API token in Zendesk Support 
This will enable Amazon Connect to make calls to the Zendesk API. Note you need to have 
administrator access in Zendesk Support. 
 
Log in as an admin user. 

 
 
Create an API token for the admin user. Click on the admin icon on the left side bar and under the 
channels heading select API. 
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Click on the add API icon. 
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Click on copy. Make sure you copy the API Token as it won't be shown again. Click on save. 

 
 

Step 2: Follow the AWS Quick Start guide  
Follow the steps in the AWS Quick Start guide for the AWS Connector.  
 
In Step 3 of the AWS Quick Start guide, you will need to download the CloudFormation template 
(AWSConnector.yml) to your desktop and import the file into your AWS account. To do this you will 
need to have administrator access in your AWS account. The CloudFormation template can be located 
within the ‘how to install’ area of the app’s listing in the Zendesk marketplace. 
 
Sign in to your AWS account. [Please ensure you have selected the correct region for your area in the 
top right corner of the screen.] 
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Search for the CloudFormation service. 

 
 
Create a stack with new resources (standard). 
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