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Install App Instructions 

1. Go to Admin Home screen in Zendesk > Apps > Marketplace

2. Search for SupportSync and click “Install App”
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2. Search for SupportSync and click “Install App”

3. Follow the Installation instructions 

4. Log in to the SupportSync application 



Install App
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Enter your SupportSync domain 

(i.e. yourdomain.supportsync.com



What is SupportSync?

Zendesk Application Returns Processing Shipping
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RMA system for receiving, 

processing, testing. Sync’s  

CSR team, Return Centers and 

your customers in real-time

Return centers receive, 

repair, replace, test and 

ship with integrated 

major carriers   

End-user portal and CRM to 

create tickets & troubleshoot. 

Agents  create, view and edit 

returns, track progress of the 

returns   



Existing RMA Example

RMA Status 

Bar is color 

coded

Create or 

view notes
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View tracking info 

or link to shipping 

carriers page to 

track package

Click to 

open an edit 

page



Customer Page – Email/No Records
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Customer has 

an email record 

but no previous 

records (RMA’s) 

in SS. Click to 

enter wizard
Look up existing 

customers by 

tickets or end-

user views or by 

searching in ZD



Customer Page – With Existing Records

Edit 

customer 

shipping infoHave multiple 

returns open at 

the same time

Drop down 

for sign 

in/out, help, 

settings etc
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RMA # and 

status. This one 

is flagged for 

action. Click to 

open

Click to enter 

the create new 

return wizard

Click to link 

to Google 

maps



New Return Wizard - Address

Cancel out. 

Return to 

Customer 

page

Back to 

previous 

page
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Wizard bar shows 

your progress, 

current page and 

upcoming pages



New Return Wizard - Address
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Address  

validation 

warning can be 

bypassed with 

“Continue”



New Return Wizard - Products

Slide 1 of 3

Enter product 

info and add 

multiple 

products if 

needed



New Return Wizard - Options

Defaults and 
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Internal 

notes can be 

created for 

support 

team. ZD 

ticket # 

added here

Defaults and 

options crated by 

client Admin. 

Admin can also 

control access 

rights



New Return Wizard – Review & Submit
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Submit the 

return to 

SupportSync



RMA Page – Create or View Notes

Make a new 

note for your 

team
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View Notes 

history



RMA Page – Take Action

Take an action 

with this RMA. 

For example, 

flag a return 

for support 

team member 

follow up
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RMA Page – Flag

Flag a return and 
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Flag a return and 

assign an action 

to a support 

team member



Return Status’ in SupportSync

Return has been created and waiting to be received

Return has been received and needs to be evaluated. 

Return has been created that requires a payment or credit. 

The Return will remain in payment or credit status until the 

payment has been marked as paid/credited in the system.
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Return has been received and a replacement or repaired 

unit is ready to be shipped. This status setting is ideal if you 

are replacing returned items with a different serial number.  

Return has been received and needs to be evaluated. 

This status setting is ideal if you are taking an action with

an item such as testing and/or repairing prior to shipping

Return process is complete



Return Status Flow

3. Item Shipped1. Return Created

Standard Return

2. Item Received

Status
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Status

Or

Testing
Replace/Repair

Status



Return Status Flow

2. Item Shipped1. Return Created

Advance Replacement Return*

3. Item Received
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Status Status Status

Testing
* An item is shipped out in advance of an item being returned


