Salesforce Zendesk: Syncing the Account-Contact
relationship from Salesforce to Organization-User in
Zendesk

This use case revolves around syncing the accounts and contacts from Salesforce to Zendesk, and ensuring that the Zendesk entities are kept up to date
when the corresponding Salesforce entity is updated. Let us start by breaking down the exact requirements:

® When a new Account is provisioned in Salesforce, a corresponding Organization should be provisioned in Zendesk

© The website and phone number fields from the Account need to be brought over to organization fields in Zendesk
® When a new Contact is provisioned in a certain account, a corresponding User should be provisioned in Zendesk

© The phone number field from the Contact should be brought over to the user field in Zendesk.
®* When the Salesforce Account or Contact are updated, the corresponding entities on the Zendesk side must be updated.

The following diagram depicts the use case:

For the Salesforce part, we need to send out two things i.e. Account and Contact. The script for the outgoing part for Account is as follows:

Salesforce Outgoing

if(entity.entityType == "Account") {
replica. key = entity.Id
replica.Nane = entity. Name
replica. Wbsite = entity. Website
replica. Phone = entity. Phone
replica."tType" = "Account"

Here we have sent an additional variable called replica."tType" to designate the type of entity we are sending across. This would help on the Zendesk side
to decide what entity type we are dealing with.

In order to send over the Contact information, the script is as follows:

Salesforce Outgoing

if(entity.entityType == "Contact") {

replica. key = entity.Id

replica.Nane = entity.Name

def res = httpCient.get("/services/datal/v54.0/query/ ?q=SELECT+Nane+f r omtAccount +wher e+i d=9%27%{entity.
Account | d} 9R7")

replica. Account Name = res.records[0]. Nanme

replica.Email = entity. Email
replica. Mobi | ePhone = entity. Mbil ePhone
replica."tType" = "Contact"

Here, we run an API call on the Account table to fetch the Account Name of the Contact. This is needed in order to correctly link the Zendesk objects
together.

Moving the Zendesk part now, we will be receiving the Salesforce payload, and running custom API calls in order to create the Organization and Users
correctly. For this we will need the ZdClient class firstly:

ZdClient

class InjectorGetter {
static Object getlnjector() {
try {



return play.api.Play$. MODULES. current().injector()
} catch (e) {
def context = com exal ate.replication.services. processor. Creat eReplicaProcessor$. MODULES.
t hr eadLocal Cont ext . get ()
if (!context) {
context = com exal ate.replication.services. processor. Changel ssueProcessor $. MODULES.
t hreadLocal Cont ext . get ()
}
if (!context) {
context = com exal ate.replication.services. processor. Creat el ssueProcessor $. MODULES.
t hreadLocal Cont ext . get ()

if (!context) {
throw new com exal at e. api . exception. | ssueTracker Exception(""" No context for executing external
script Createl ssue.groovy. Please contact Exal ate Support.""".toString())

}

cont ext . i nj ector

}
}
class zdQient {
/1 SCALA HELPERS
private static <T> T await(scal a.concurrent. Future<T> f) {
scal a. concurrent. Anai t $. MODULES. resul t (f, scal a. concurrent. duration. Durati on$. MODULES. I nf ())
}

private static <T> T orNull (scal a. Opti on<T> opt) { opt.isDefined() ? opt.get() : null }
private static <T> scal a. Opti on<T> none() { scal a. Opti on$. MODULES. <T> enpty() }

@uppr essWar ni ngs(" G oovyUnusedDecl arati on")
private static <T> scal a. Opti on<T> none(d ass<T> evi dence) { scal a. Opti on$. MODULES$. <T> enpty() }

private static <L, R> scala.Tuple2<L, R> pair(L I, Rr) { scala. Tupl e2$. MODULES$. <L, R> apply(l, r) }

/| SERVI CES AND EXALATE API
private static play.api.inject.Injector getlnjector() {
I njectorGetter.getlnjector()

}

private static def getGeneral Settings() {
def gsp = InjectorGetter.getlnjector().instanceOX (com exal ate. api . persi stence.issuetracker.
| Gener al SettingsRepository.class)
def gsOpt = await (gsp.get())
def gs = orNull (gsOpt)
gs
}

private static String getlssueTrackerUrl () {
final def gs = getGeneral Settings()

def renoveTailingSlash = { String str -> str.trin().replace("/+\$", "") }
final def issueTrackerUrl = renoveTailingSlash(gs.issueTrackerUrl)
i ssueTracker Url

}

private httpdient

def parseQueryString = { String string ->
string.split('& ).collectEntries { param->

paramsplit('=", 2).collect { URLDecoder.decode(it, 'UTF-8") }
}
}
/I Usage exanples: https://gist.github.com treyturner/4c0f609677cbab7cef 9f
def parseUri
{
parseUri = { String uri ->
def parsedUri
try {

parsedUri = new URI (uri)



if (parsedUri.schene == "mailto') {
def schenmeSpecificPartList = parsedUri.scheneSpecificPart.split('\\?", 2)
def tenpMail Map = parseQueryString(schenmeSpecificPartList[1])
parsedUri.netaC ass. mail Map = [
reci pi ent: schenmeSpecificPartList[0],

cc : tenpMail Map.find { it.key.toLowerCase() == 'cc' }.value,

bcc : tenpMail Map.find { it.key.toLowerCase() == 'bcc' }.value,
subject : termpMail Map.find { it.key.toLowerCase() == 'subject' }.value,
body : tenpMail Map.find { it.key.toLowerCase() == 'body' }.value

]

if (parsedUri.fragnment?.contains('?")) { // handle both fragnent and query string
parsedUri.netaC ass. rawQuery = parsedUri.rawFragnent.split('\\?")[1]
parsedUri. metad ass. query = parsedUri.fragment.split('\\?")[1]
parsedUri.netaC ass. rawFragnent = parsedUri.rawFragnment.split('\\?")[0]
parsedUri.netaC ass. fragnent = parsedUri.fragnent.split('\\?")[0]

}

if (parsedUri.rawQuery) {
parsedUri . metad ass. queryMap = parseQueryString(parsedUri.rawQery)

} else {
parsedUri . metad ass. quer yMap

nul |

}

if (parsedUri.queryMap) {
parsedUri . queryMap. keySet () .each { key ->
def value = parsedUri.queryMap[ key]
if (value.startsWth('http') || value.startsWth('/")) {
parsedUri . queryMap[ key] = parseUri (val ue)
}
}
}
} catch (e) {
throw new com exal at e. api . exception. | ssueTracker Excepti on("Parsing of URl failed: $uri $e ", e)
}
parsedUri

}

Zddient (httpdient, debug) {
this.httpdient = httpdient
this. debug = debug

}
def debug

String http(String nethod, String path, java.util.Mp<String, List<String>> queryParans, String body, java.
util.Map<String, List<String>> headers) {
htt p(met hod, path, queryParans, body, headers) { Response response ->
if (response.code >= 300) {
throw new com exal at e. api . exception. | ssueTracker Excepti on(
"""Failed to performthe request $nethod $path (status ${response.code}), and body was:
"' *$body” " Please contact Exal ate Support: """.toString() + response.body
)
}

response. body as String

}

public <R> R http(String method, String path, java.util.Map<String, List<String>> queryParans, String body,
java.util.Map<String, List<String>> headers, C osure<R> transfornResponseFn) {
def gs = getGeneral Settings()
def unsanitizedUrl = issueTrackerUl + path
def parsedUri = parselUri(unsanitizedUrl)

def enbeddedQueryParans = parsedUri.queryMap

def all QueryParans = enbeddedQueryParans instanceof java.util.Mp ?
({
def m=[:] as java.util.Map<String, List<String>>;
m put Al | (enbeddedQueryParans as java.util.Map<String, List<String>>)
m put Al | (quer yPar ans)

O



(queryParams ?: [:] as java.util.Map<String, List<String>>)

def url WthoutQueryParams = { String url ->
URl uri = new URI(url)
new URI (uri . get Schene(),
uri.getUserinfo(), uri.getHost(), uri.getPort(),
uri.getPath(),
null, // lgnore the query part of the input url
uri.getFragnment()).toString()

def sanitizedUrl = urlWthoutQueryParanms(unsanitizedUrl)

def response
try {
def request = httpdient
.zendeskd i ent
'S
.url (sanitizedUrl)
. Wi t hMet hod( net hod)

if (lall QeryParams.iseEmty()) {
def scal aQueryParans = scal a. col | ecti on. JavaConver si ons. asScal aBuf f er (
quer yPar ans
.entrySet ()
.inject([] as List<scala.Tuple2<String, String>>) { List<scala.Tuple2<String,
String>> result, kv ->
kv.val ue. each { v -> result.add(pair(kv.key, v) as scal a. Tupl e2<Stri ng,
String>) }
resul t
}
)

request = request.w thQueryString(scal aQueryPar ans)

}
if (headers != null && !'headers.isEnpty()) {
def scal aHeaders = scal a. col | ecti on. JavaConver si ons. asScal aBuf f er (

header s
.entrySet ()
.inject([] as List<scala.Tuple2<String, String>>) { List<scal a. Tupl e2<String,
String>> result, kv ->
kv.val ue.each { v -> result.add(pair(kv.key, v) as scal a. Tupl e2<Stri ng,
String>) }
resul t
}

)

request = request.w t hHeader s(scal aHeader s)

}

if (body !'= null) {
def witable = play.api.libs.ws. WBodyW itabl es$. MODULES. writeabl eOf _String()
request = request.w t hBody(body, writable)

}

def authorizati onHeader = await(httpCient.zendeskC ient. get Aut hHeader FronGs())

request = request.addHtt pHeaders(scal a. col | ection. JavaConver si ons. asScal aBuffer ([ pair
("Aut hori zation", authorizationHeader) as scal a. Tupl e2<String, String>]))

/1 debug. error ("${request.nethod()} ${request.url ()} ${request. headers()}")

response = await(request.execute())

} catch (Exception e) {

t hrow new com exal at e. api . excepti on. | ssueTracker Excepti on(
"""Unable to performthe request $method $path with body: " $body ", please contact
.toString() + e.nessage,
e

Exal at e Support:

)
}
java.util.Map<String, List<String>> javaMap = [:]
for (scala.Tuple2<String, scala.collection.Seq<String>> headerTuple : scal a.collection.JavaConverters.
buf f er AsJavali st Converter (response. al | Headers().toBuffer()).asJava()) {
def javalList =[]
javalLi st. addAl | (scal a. col | ecti on. JavaConverters. buf f er AsJavali st Convert er (header Tupl e. _2().
toBuffer()).asJava())
j avaMap[ header Tupl e. _1()] = javali st
}



def javaResponse = new Response(response. body(), new Integer(response.status()), javaMap)
return transfornResponseFn(j avaResponse)

}

public static class Response {
final String body
final Integer code
final java.util.Map<String, List<String>> headers

Response(String body, Integer code, java.util.Mp<String, List<String>> headers) {
t hi s. body = body
this.code = code
this. headers = headers

Once we have this class in place, we are able to make any API calls to the Zendesk API (or any other for that matter). The following script now goes and
creates the organization and the users:

Zendesk Incoming

if (replica."tType" == "Account"){
if (issue.custonFields."Sal esforce Account Number".value == null){
def _rJson
def res = new Zdd ient(httpdient, debug)

.http(

" POST",

"/ api/v2/ organi zations",

(1.

"{\"organi zation\": {\"name\": \"${replica. Nane}\"}}",

["Accept": ["application/json"], "Content-type" : ["application/json"]]
)
{

response ->
if (response.code >= 400) {
throw new com exal at e. api . exception. | ssueTracker Exception("Failed to get orgnaizations with

nane ")
}
el se {
def _r = response.body as String
def js = new groovy.json.JsonSl urper()
_rdson = _r == null ? null : js.parseText(_r)
_rJson
}
}
i ssue. cust onFi el ds. " Sal esforce Account Nunber".value = _rJson. organization.id
i ssue. summary = replica. sumary
i ssue.description = replica.description ?: "No description”

store(issue)

res = new ZdC ient(httpdient, debug)
. http(
" PUT",
"/ api /v2/ organi zati ons/ ${i ssue. cust onFi el ds. ' Sal esforce Account Nunber'.value}",
(1.
"{\"organi zation\": {\"organization_fields\": {\"org_phone\": \"${replica.Phone}\", \"
test_copy\": \"${replica. Website}\"}}",
["Accept": ["application/json"], "Content-type" : ["application/json"]]

response ->
if (response.code >= 400) {
throw new com exal at e. api . exception. | ssueTracker Exception("Failed to get orgnaizations with
name ")
}
el se {
def _r response. body as String
def js = new groovy.json.JsonSl urper ()



_rJdson = _r == null ? null : js.parseText(_r)
_rJson

}
}

el se{
def _rJson
def res = new Zdd ient(httpdient, debug)
. http(
" PUT",
"/ api/v2/ organi zati ons/ ${i ssue. cust onFi el ds. "' Sal esforce Account Nunber'.value}",
[:1,
"{\"organi zation\": {\"organization_fields\": {\"org_phone\": \"${replica.Phone}\", \"
test_copy\": \"${replica. Wbsite}\"}}",

["Accept": ["application/json"], "Content-type" : ["application/json"]]

)
{
response ->
if (response.code >= 400) {
t hrow new com exal at e. api . excepti on. | ssueTracker Exception("Failed to get orgnai zations with
name ")
}
el se {
def _r = response.body as String
def js = new groovy.json.JsonSl urper()
_rJson = _r == null ? null : js.parseText(_r)
_rJson
}
}
}
}
else if (replica.tType == "Contact"){
if (issue.custonFields."Sal esforce Account Number".value == null){

def _rJson
def res = new Zdd ient(httpdient, debug)

. http(
" POST",
"/ api/v2/ users",
[:1,
“{\"user\": {\"emmil\": \"${replica. Email}\", \"name\": \"${replica. Nane}\", \"
user_fields\": {\"test_copy\": \"${replica. MobilePhone}\"},\"organization\": {\"nanme\" : \"${replica.

Account Name}\"}}}",
["Accept": ["application/json"], "Content-type" : ["application/json"]]

)
{
response ->
if (response.code >= 400) {
t hrow new com exal at e. api . excepti on. | ssueTracker Exception("Failed to get orgnai zations with
nanme ")
}
el se {
def _r = response.body as String
def js = new groovy.json.JsonSl urper()
_rJson = _r == null ? null : js.parseText(_r)
_rJson
}
}
i ssue. summary = replica. sunmary
i ssue. description = "No description”
i ssue. cust onFi el ds. " Sal esforce Account Nunber".value = _rJson.user.id
}
el se{

def _rJson
def res = new Zdd ient(httpdient, debug)
. http(
" PUT",
"/ api/v2/ users/ ${i ssue. cust onFi el ds."' Sal esforce Account Nunber'.value}",
(1.
“{\"user\": {\"emmil\": \"${replica. Email}\", \"name\": \"${replica. Nane}\", \"

user _fields\": {\"test_copy\": \"${replica. Mobil ePhone}\"},\"organization\": {\"name\" : \"${replica.
Account Name}\"}}}",



["Accept": ["application/json"], "Content-type" : ["application/json"]]

)
{
response ->
if (response.code >= 400) {
throw new com exal at e. api . exception. | ssueTracker Exception("Failed to get orgnaizations with
name ")
}
el se {
def _r = response.body as String
def js = new groovy.json.JsonSl urper()
~rJson = _r == null ? null : js.parseText(_r)
_rJson
}
}
}
}

The above script will create a Zendesk ticket when a new Account/ Contact is received from Salesforce side, and will use a custom field called "Salesforce
Account Number" to hold the accountld from SF (to maintain the correlation).

A video demonstration of the solution is as follows:

A complete listing of the scripts:

® Salesforce
® Zendesk


https://community.exalate.com/download/attachments/95584615/Salesforce.groovy?version=1&modificationDate=1696590273158&api=v2
https://community.exalate.com/download/attachments/95584615/Zendesk.groovy?version=2&modificationDate=1697099928844&api=v2
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