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Install App Instructions

SupportSync

1. Go to Admin Home screen in Zendesk > Apps > Marketplace
2. Search for SupportSync and click “Install App”
3. Follow the Installation instructions

4. Log in to the SupportSync application
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SupportSync

What is SupportSync?

Zendesk Application

L
“2zendesk

End-user portal and CRM to
create tickets & troubleshoot.
Agents create, view and edit
returns, track progress of the

returns

Returns Processing

RMA system for receiving,
processing, testing. Sync’s
CSR team, Return Centers and
your customers in real-time

Shipping

Return centers receive,
repair, replace, test and
ship with integrated
major carriers




Existing RMA Example

SupportSync

A Jack Black #%r bad battery complaint L Ned Flanders
Black (create) Jack BElack Apps
L)
Rol -
ole  End-user jack Black & o
SupportSync i—

Access  Tickets requested by user

RMA Status
Bar is color
coded

Tickets (1)

COMPLETED

O O D

Requested tickets (1) ~

Email jack@black.com~

B NOTES(3) >

+ add contact &) o Subject Requested Updated

¥+ UPDATES

- Status - New Create or RECEIVED  Nov 07 USPS First Class
ags - view notes TRACKING 3434343434
B o #22 bad battery Oct 17 Oct 17 - ITEMS (1) EOS 7D Mark Il
Language English SHIPPED MNov 07 UPS Ground
TRACKING  1ZWA44100345678814
Time zone  (GMT-08:00) Pacific Time (U... View tracking info ITEMS (1) EOS 7D Mark Il
Details - or link to shipping @ ADDRESS >
Notes - carriers page to Jack Black
track package 46716 Fremont Bled
Fremont, CA. 94538-6538
(123)123-1234
User Select
@ PRODUCT >
- Broken
(1) EOS 7D Mark I
Created Oct 17 12:11 pm Click to
Updated Oct 17 12:11 pm open an edit o SHIPPING >
('8 Yast lngin page Ship by UPS Ground
I] E MORE INFO
ol Created by Joe Admin on Mov 06




Customer Page — Email/No Records

SupportSync

L Ned Flanders L Jack Handy L Ned Dufus
ﬁ Hello (create) MNed Dufus Apps
&
Rol —
B ole  End-user Ned Dufus i o
Supportsync =

Access  Tickets requested by user

Tickets (0) Create New Return

ned@hello.com ~ @ Requested tickets (0) -

TR e 7] D Subject Requested Updated Group Assignee

Mo tickets in this view
Tags -

Org. -

Customer has
an email record
but no previous

Language English

Time zone  (GMT-07:00) Pacific

Details - records (RMA's)
Notes - \ in SS. C||Ck to
Look up existing \_ enter wizard )
User Select customers by

tickets or end-
user views or by
searching in ZD

Created Aug 05 05:42 pm
Updated Aug 08 05:45 pm

@ Last login

ollo




SupportSync

L O D

Noemail23 (create)

L Jack Black

MNed Flanders

Role  End-user

Access  Tickets requested by user

Email ned@noemail23.comw

+ add contact

Tags -
Org. 2
Language English
Time zone  (GMT-08:00) Pacific Time (U...

Details -

Notes -

User Select

Created Jul 21 12:43 pm
Updated Jul 21 12:43 pm
Last login

%t bad battery complaint

8 Ned Flanders

Tickets (2)

Requested tickets (2) -~

@ D Subject
Status - New

[T} #20 needs and rma
Status: Open

(] B #= test ticket

Customer Page — With Existing Records

Drop down
for sign
in/out, help,

L Ned Flanders

Edit settings etc il
customer ~
Have multiple shipping info s

returns open at
the same time

Q  Neddy Flanders  d

46716 Fremont Blvd
Fremont, CA. 94538-6538

408) 489-2777

Requested Updated Croup Assignee
RMA# AB1411251 shipping a =
Oct 17 Oct 17 MA# AB1410160 =]
RMA# AB1410159
Oct 17 Oct 17 RMA# AB1410158 shipping
RMA# AB1410155 a

Click to link
to Google
maps

Create New Return

RMA # and
status. This one
is flagged for
action. Click to
open

Click to enter
the create new
return wizard




New Return Wizard - Add

SupportSync

Cancel out.

L Ned Flanders

Return to
a Noemail23 (create) MNed Flanders Return to
i o
Ler)
Role  End-user 8 N
ed Flanders
Back to SupportSync E

previous New Return

bage ) i'i o

ADDRESS PRODUCT OPTIONS REVIEW

Access  Tickets requested by user )
: g 4 Tickets (2)

O 2 M@

Requested tickets (2) ~

Email ned®noemail23.com~

+ add contact ] ID  Subject Requested Updated Group Assignee Country | United States \d

Status : New Recipient | Bab Newhart
Tags -
ol = (] #20 needsand rma 2 minutes ago 2 minutas ago - - Address 1 3431 Market St
Language English Status : Open Address 2
Time zone -07: ific Ti
St (GMT0n 00 EacihcsimE i) [} B #21 testticket less than a minute ago  less than a minute age - Citu -
Lity | 5an Francisco
Details -
Notes - State California v
Zip | 94114
User Select Wizard bar shows

Phone | 2312312341

your progress,
current page and
upcoming pages

Created Jul 21 01:43 pm
Updated Jul 21 01:43 pm

@' Last login

u|][|




supportsynec - New Return Wizard - Address

A Jack Black A Don Julio L Ned Flanders
G Noemail23 (create) Ned Flanders Apps
=
Rol —
a Sl 8 Ned Flanders -
8= Access  Tickets requested by user Tickets (2)
Email  ned@noemail23.com~ @ Requested tickets (2) - Address Warning
] D Subject Requested Updated Grou Assignee
+ add contact - . " o e a This address cannot be verified.
Shipping delays may result.
B SAIns e Continue with this address?
ags -
B - ] #20 needs and rma Oct 17 Oct 17
Language English Status : Open Aqdre.ss m
validation
Time zo -08: ific Ti e B
imezons  (GMIZ0800Rachclime O @ #£21  testticket Oct 17 Oct 17 warning can be
Details - bypassed with
figem = “Continue”
otes
User Select

Created Jul 21 12:43 pm
I] Updated Jul 21 12:43 pm
0 [I Last login




New Return Wizard - Products

SupportSync

L Jack handy 2 Abe Smith
Smith (create) Abe Smith Apps
=
Rol — -
@ ole  End-user Abe Smith = .
Supportsync =
&: Access  Tickets requested by user Tickets (3) < New Return X
- n
Q v (7] O B
ADDRESS PRODUCT OFPTIONS REVIEW
Email abe@smith.comv @ Requested tickets (3) -
= Return Reast i
N - S & ID  Subject Requested eturn Reason | Defective v
Product -
R T Nextaen 234
Tags -
_ - . Quantity 1
Oid » J #41  Wifi not working Today 10:34 am
Serial Number Seri (Doticnal)
Language  English Status . Open Serial # (Optional)
Time zo -08: ific Ti . Action
it R R e R =] n #43 Returned unit not covered under warr...  Today 10:37 am Replace v
Details = \
Replace With -
L ae ne W NextGen 234
MNotes -
. Repl. SN leplacement Serial # (Optional)
[0 [ #42 Dead Battery Today 10:35 am ' Replacement Serial # (Optional)
User Select

ollo
Created Oct 10 05:49 am
{:} Updated Oct 10 05:49 am
Last legin

Enter product
info and add
multiple
products if
needed




supportsynie  INEW Return Wizard - Options

L Ned Flanders L Jack Handy

MNoemail23 (create) Med Flanders Apps
1
(&)
Role -
a ol Endgiisey 8 Ned Flanders - —
SupportSync = @
8- Access  Tickets requested by user Tickets (2) < New Return
Q v v
12 ADDRESS PRODUCT OPTIONS
Email ned®noemail23.com~ @ Requested tickets:(J):
_ N Return Type | Standard Return -
+ add contact o D Subject Requested Updated Group  Assignee

Payment Req'd DOYes ®No

Status - New
o ShipBy | Standard - 5-7 day delivery -
Oiti B ] #20 needs and rma 13 minutes ago 13 minutes ago
Defaults and Options [ Advance Replacement
Langnads  English Slatas=Open options crated by [ Prepaid Label
Time zone  (GMT-07:00) Pacific Time (U... =) @ #21  testricket Hsmeniies-ago 11 minutes ago Cllet]t Admin. Notes | Returm Notes go here (Optiona])
N Admin can also
Details -
control access
Motes - .
rights
g A
User Select
iternal =
Created Jul 21 01:43 pm
Updated Jul 21 01:43 pm notes can be
@ Last login created for
support
ollo team. ZD
Fol ticket #
added here




New Return Wizard — Review & Submit

SupportSync

4L Ned Flanders L Jack Handy
: Noemail23 (create) Ned Flanders Apps
O =
2] Role  End-user 8 Ned Flanders T SupportSync = E
85 Access  Tickets requested by user Tickets (2) < New Return X
Q v v v =
ADDRESS PRODUCT OPTIONS REVIEW
Email ned®noemail23.com~ o] Requested tickets (2) v 9 ADDRESS k4
s et O s Subject Requested Updated Group Assignee Bob Newhart

3431 Market St
San Francisco, CA 94114

o Statms New United States
W B (231)231-2341
Org . ] #20 neads and rma 13 minutes ago 13 minutes ago - -
) % PRODUCT s
Language  English Status - Open Reason: Defective
(1) SPA-3400
Time zo N S
imEEonE  (GMTSORONEaciRcme U O B #= test ticket 11 minutes ago 11 minutes ago = =
OPTIONS 4
Details - ﬁ
st Standard Return
Motes — Ship by Standard - 5-7 day delivery
B NOTES s
[Mo notes yet]
User Select
Submit Return
Created Jul 21 01:43 pm -
Updated Jul 21 01:43 pm [#| Send Notifff Ytion Email o Customer
@ Last login
ollo

Submit the
return to
SupportSync




supportsynic  RIVMIA Page — Create or View Notes

A Jack Handy L Ned Flanders
: MNoemail23 (create) MNed Flanders Apps
o

a o Eadsteer Ned Flanders - -
Supportsync =

8: hocess 7

ccess  Tickets requested by user Tickets (2) < RMA# AB1410160 X
Q B NoTEs

Requested tickets (2) -

Email ned®noemail23.com~ L .
Add Note (Internal use only)

(] D Subject Requested Updated
+ add contact o : & E This guy needs a return after all...
Status - New Make a new
e - note for your
G i = #20 needs and rma Friday 10:49 am Friday 10:4 team ]

Language English Status - Open W

Time zone  (GMT-07:00) Pacific Time (U...

] B #21  testticket Friday 10:52 am Friday 10:52 am = = Mary User Oct 20 (Unflag)
Details = Hello there! bbaaaa
Motes - Mary User Oct 20

Hello there! aaaa

Joe Admin Oct 17 (Flag)
flagging for customer service

User Select

Created Jul 21 01:43 pm
Updated Jul 21 01:43 pm

@ Last login

View Notes
history




SupportSync

RMA Page — Take Action

@

o ®

2 Jack Black L Don Julio

Black (create)

% bad battery complaint

Jack Black

Role  End-user

8 Jack Black

Access  Tickets requested by user _
) N ¥ Tickets (1)

Requested tickets (1) ~

Email jack@black.com~
+ add contact =] ID Subject Requested

Status - New

] #22 bad battery Oct 17

Language English
Time zone  (GMT-08:00) Pacific Time (U...
Details -

Motes -

User Select

Created Oct 17 12:11 pm
Updated Oct 17 12:11 pm
Last login

Group

Assignee

Take an action
with this RMA.
For example,
flag a return
for support
team member
follow up

RMA# AB1411282

COMPLETED

E3 NOTES(3 M Flag Return

A

UPDATES < Cancel Return

RECEIVE & Resend Email
TRACKIN
ITEMS (1YEOS 7D Mark 1l

SHIPPED Nov 07 UPS Ground
TRACKING 1ZWA44100345678814
ITEMS (1) EOS 7D Mark Il

ADDRESS >
Jack Black

46716 Fremont Blvd

Fremont, CA. 94538-6538

(123)123-1234

PRODUCT >
Broken
(1) EOS 7D Mark Il

SHIPPING >
Ship by UP5 Ground

MORE INFO
Created by Joe Admin on Nov 06




SupportSync RMA Page _ Flag

L Jack Handy L Ned Flanders
ﬁ Noemail23 (create) Med Flanders Apps
)
Raol -
S o bedoieet Ned Flanders - -
SupportSync =
85 A 5 i
cces Tickets requested by user Tickets (2) 4 RMA# AB14

18

Action will be required by the assignee before
@ D Subject Requested Updated Group  Assignee return processing can continue.

Requested tickets (2) -

Email ned®@noemail23.com~

+ add contact

Status - New Reason | Broken Screen v
Tags - Flag a return and
ora. - O #20 needs and rma Friday 10:49 am Friday 10:49 am aSSign an action Assignee | Customer Service v
) to a support
Language English Status - Open team member Add Note (Internal use only)

Time zone  (GMT-07:00) Pacific Time (U. ..

m] B #£1  testticker Friday 10:52 am Friday 10:52 am _ = Customer returned unit with a broken screen.
_ Please advise customer the item is not under
Details - warranty
Notes -

Created Jul 21 01:43 pm
Updated Jul 21 01:43 pm
Last legin

ollo




SupportSync

shipping

completed

Return Status’ in SupportSync

Return has been created and waiting to be received

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.

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 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 process is complete




Return Status Flow

SupportSync

Standard Return

1. Return Created ——— 2. Item Received —_— 3. Item Shipped

O Status
Status > Status
“ Or l %% ::nmpleted
> shipping

Testing
Replace/Repair




Return Status Flow

SupportSync

Advance Replacement Return*

1. Return Created —— 2. Item Shipped —_— 3. Item Received

Status

SHE I compleed

l J Status Status

l

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




