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ezSupport's @&
Returns & Shipments Module

Save time and boost your revenue from satisfied
customers by using ezSupport’s Returns &
Shipments module to help manage and track all
your merchandise returns and shipments.

Customers can file return merchandise requests
from your help desk by submitting a form with
questions you have customized for your business
needs. Customers can also use your help desk to
track shipments via UPS, FedEx, and US Postal.

After filing a return request, your customer receives
an email confirmation and the assigned support rep
or group is alerted. All return information is
organized and presented clearly, and your entire
returns process is managed to ensure that all
necessary steps are taken.

Each return’s progress is tracked from filing to
completion, and all communication between the
customer and support rep is saved with the
customer's contact record for future reference.

Support reps can also file return requests directly on
behalf of customers, such as in call center
situations.

Plus customers can check the status of their tickets
from your help desk 24/7/365.

Returns & Shipments Demo

Updated 10/08/10

Returns & Shipments Demo

This demo illustrates a typical
daily experience for both a
customer and a support rep using
ezSupport’s Returns & Shipments
module to return an item.

Site navigation displays at the top
left corner of each demo page,
indicating exactly where each step
takes place in your ezSupport
system.

So let’s get started!

Customer Experience

Customer has item to return. 2
Customer files a return request. 3
Customer receives confirmation. 4

Customer tracks shipment. 7

Support Rep Experience
Rep is alerted to return request. 5

Rep responds to the return. 6
Rep resolves the return. 8

Reps can file returns too. 9




Help Desk > Returns Feature

Returns & Shipments Demo

Customer Has Item to Return

Our demo company is AAA Golf, a golf equipment
and supplies retailer.

Jan is a AAA Golf customer who was sent the wrong
golf club and now needs to return the club and get
the one she ordered.

Luckily for Jan, AAA Golf uses ezSupport’s Returns
system to manage its merchandise return process,
so resolving her club exchange won't be a problem.

Here’s how it works...

@ Jan goes to AAA Golf’s help desk

AAA Golf has links to their ezSupport help desk on
their website, on all their eBay listings, and also in
their customer emails. In fact, seeing the clear and
easy access that AAA Golf provides for customer
support had helped convince Jan to make her
purchase from AAA Golf.

Jan clicks AAA Golf’s help button.

@ Jan accepts AAA Golf’s return policy

Jan sees a link to "Request a Return” on AAA Golf’s
help desk. When she clicks the link, Jan sees AAA
Golf’s return policy that she is required to accept in
order to initiate her return request.

Jan checks the policy acceptance box and clicks the
Begin Return Process button.

@ Jan fills out her return request form

AAA Golf has customized their return form with fields
to collect relevant information for their business such

as item Model # and Brand. A Desired Resolution
field has been included to help AAA Golf know what
will satisfy the customer.

Jan fills in her return information form and clicks the

Submit button.

Meed HELP?
. x
click here

y

@
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AAA
Golf

Question Topics
Item (5)
Shipping (&)
Payments (2)
Returns (1)
Other (5)

Request a Return
Track a Shipment

View Case Status

Ask a Question | [Search | towered gﬂi;ﬁw
Return Policy
1) Please complete your Return Request farm on the following page with full and
aceurate infarmation regarding all returned items.
2) Your return request will be reviewed promptly, and an email will then be sent to
you cither alerting you that yeur request has been approved or explaining why your
request has be denied.
3) If your return request is approved, you will be issued a Return Autherization
number that will be indluded in your response email.
4) Merchandise must be returned COMPLETE. Charges may be assessed for any
missing items.
5) Our address for return shipments is:
AAA Golf
10686 Sunset Boulevard
Los Angeles, CA 90045
6) Your Return Authorization number must be included and marked clearly within
your returned package.
7) Upon receipt and processing of your returned merchandise, and depending on
the nature of your return, you will either be issued @ refund, credited the purchase
price, or a replacement item will be sent to you.
1 have read and understand the Return Policy.
[___Begin Return Process | ===
\ 4
Ask a Questian | [ Search | Fowered Eﬁﬁﬁﬂn
Questicn Topics Return Authorization Form: Case Information
Ttem (5) * Required
-
shipping (6) Invoice #
Payments (2) [se215 |
Returns (1) Lem Ka;l
h Model # Erand Description Purchase Price
Other (5) Slingshot HL Iron Nike | Golf club $248.76

-> Enter More Itams

Request a Return Reason for return *

1 ordered the Nike Slingshot 4D Iron club, but

Track a Shipment received the Slingshot HL Iron by mistake.

View Case Status

Desired Resolution

1'd like to exchange this club for the one I ordered.

v
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Help Desk > Returns Feature Returns & Shipments Demo

Customer Files a Return Request

@ Jan submits her email address

When Jan clicks the Submit button to file her return
information form, she is asked to submit her email
address. ezSupport’s customer contact records are
keyed to email address, so Jan is being asked for her
email to determine whether she has a contact record
existing in AAA Golf’s support system.

If ezSupport finds a contact record for Jan, then her
return request will be filed immediately and will be
automatically attached to Jan’s existing record. If a
contact record is not found, then Jan will be
prompted to fill out a contact information form.

Jan submits her email address.

@ Jan submits her contact information

Jan’s email address does not match an existing
contact record, so AAA Golf's contact information
form appears for Jan to fill out.

AAA Golf has customized their contact information
form to collect the contact information they need.
Fields for any information can be added to the
contact information form. Fields can also be
designated as Required so customers must enter the
information to submit the form.

By submitting her contact information, Jan is
creating a new contact record in AAA Golf’s support
system, and all future correspondence will be
automatically attached to her record. So support
reps don’t have to manually create a contact record
for each new customer.

Jan submits her contact information, and her return
request is filed.
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AAA 7=
Golf

Question Topics
Item (5]

Shipping (&)
Payments (2)
Returns (1)

Other (5)

Request a Return
Track a Shipment

View Case Status

Ask & Question | L Search ]

Thank you for taking the time to write this request. Please enter your email address below:

Email ‘janbradv@gmail.oum

st GRERGT

AAA
Golf

Item (5)
Shipping (6)

Returns (1)
Other (5)

Question Topics

Payments (2]

Request a Return
Track a Shipment

View Case Status

Aslk a Question

=

*our email address does not yet exist in our system. Complete the
form below to create a contact record. This is only required the first
time you submit a request with a new email address.

Email * |jaﬂbradv@gmai\.cum

Re-enter Email * |jaﬂbradv@gmai\.cum

|

|
First Name * [3an |
Last Name * [Brady |
Address1 |11222 Dilling Street |
City [studio city |
State
Zip [s1604 |

raered EOBPORT

* Required

v
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Help Desk > Returns Feature

Returns & Shipments Demo

Customer Receives Confirmation

Jan receives return request filing confirmation

When Jan submits her contact information, she
immediately sees a help desk message confirming
that her return request has been successfully
submitted.

Jan also receives an email confirmation that includes
all her pertinent return information.

Jan can always view her return status

AAA Golf also provides the help desk option for
customers to log in and view the status of all current
and prior return requests. So Jan can click the “View
Case Status” link any time she wants, and by
entering her email address she will be able to see
whether her return request is New, In-Process,
Approved or Rejected..

Updated 10/08/10

AAA =
Golf @v)

Question Topics
Item (5)

Shipping (6}
Payments (2)
Returns (1)

Other (5)

Request a Return
Track a Shipment

View Case Status

Ask a Question

| G

Thank you!

Your request has been successfully submitted.

support@aaagolf.com to me

Hello Jan,

show details 1:58 PM (2 minutes ago) Reply | ¥

AAA Golf has received your merchandise return request. You will receive a response as soon as your

case has been reviewed.

Date Filed: July 11, 2010
Invoice #: 56215

Reason for return: | ordered the Nike Slingshot 4D Iron club, but received the Slingshot HL Iron by mistake.
Desired Resolution: I'd like to exchange this club for the one | ordered.

Item #1

Model #: Slingshot HL Iron

Brand: Nike
Description: Golf club

Purchase Price: $248.76

Customer Support Team
AAA Golf

AAA =
Golf @

Question Topics
Item (5)

Shipping (6}
Payments (2)
Returns (1)

Other (5)

Request a Return
Track a Shipment

View Case Status

Powered By
Try TEFREE!
Ask a Questian ‘ [Search | Fowered %
To view your case log histery, enter your email address below:
Email [janbrady@gmail.com
Subimit
AAA @ Al 2 Question == towerd BRRRERT
. i User Returns | Edit Account | Logout
Question Topics e arbiatang:
Ttem (5) % Date Submitted Status
Shinping (6) 00000303 07/11/2010 Approved
Payments (2)
Returns (1)
Other (5)

Request a Return
Track a Shipment
View Case Status
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Support Center > Returns > Return Information & Authorization Returns & Shipments Demo

Updated 10/08/10

Rep is Alerted to Return Request

. .
@ Rep Is alerted to Jan’s tICket Support Center Configuration Company Profile Wiew Your Help Desk
When Jan submits her ticket the rep who has been mmary
assigned initial responsibility for returns, Danny,
immediately receives an email alert that a new
return request has been flled _ Authorization Send Response Apply Credit Return History Transfer | [7
Danny reviews Jan’s return information and assigns i Priority Level: Return Status:
himself as Authorizing Agent, so he will be the rep Ligh | In-Process @ E' Rack
who is in charge of managing the return’s process.
Authorizing Agent status can be reassigned to
another rep at any time. Danny also sets Jan’s Contact Information Return Information
return priority level as “High” because of the error Beoount Return Number 00000303
; ’ P First Name Jan Date 07/11/10 1:58PM
that was made by AAA Golf with Jan’s original P Brady . . el
- nvoice
. Email janbrady@ il. . : X
Shlpment A;ndarlwsl 115'1”22': Jllifsgm;;:r::tm Reason for return 'Is,ﬁ.r:d:}:if :l"ILaIPIc:: bSI:':ig:t:?ctel‘D Iron club, but received the
Danny clicks the Update button to save his City Studio City . . d v mistae.
lecti e = Desired Resolution 1'd like to exchange this club for the one I ordered.
selections.
zip 91604 Ttem No. 1 i
When Danny updates Jan’s return with an nodel # Sinashet AL dren
Authorizing Agent assigned, the return’s status Description Golf club
changes from “New” to “In-Process”. Purchase Price $248.76
v

Configuration Company Profile View Your Help Desk

Summary

@ Danny authorizes Jan’s return

Danny approves Jan’s return after reviewing all the
return information. Danny alSO addS notes and Return Information _ Send Response Apply Credit Return History Transfer | 71
_special h_andling instructions to the retu_rn’s Return Authorization # [00000308 |
!nformatlon so Jan’s returned 90|f club is _pr_ODerly Approve/Reject * Restocking Fee * Warranty Code *  Inspection Req *
inspected and added back to stock when it is Model = Brand Description purchase Price
received and Jan’s replacement club is promptly Approved v |[slingshat HL Iran]  [Nike | [Goff club | [s24e.76 | [vone | A | [ves ]
sh|pped to her. * Internal Use

. Return shipment box has been overnighted.
Danny then clicks the Save button. Notes:
When Danny saves Jan’s return authorization as Reimbursement: [Replace v

Approved, the return’s status changes from “In-

AR ,, Other: I |
Process” to “Approved”.

Handling Instructions

Upon Receipt: | Return to Stock Vl
Other: [ |
Additional Instructions: Upen receipt, inspect returned HL club before restocking and immediately

overnight 4D club.

®||T'|

v

HostedSupport.com



Support Center > Returns > Send Response

Rep Responds to the Return Request

@ Danny responds to Jan’s return request

When Danny saves Jan’s return status as Approved,
the return’s Send Response screen will automatically
display with an HTML/text editor for Danny to
compose his response.

The Return Approved response template is pre-filled
in the HTML/text editor with Jan’s return information
including her RMA number, so all Danny has to do is
make any edits to his response. If Danny had
rejected Jan’s return request, the Return Rejected
response template would have been pre-filled. The
templates for return responses can be updated in
ezSupport under Configuration > Message Settings
> Message Templates.

Danny completes his response with specific
instructions for Jan and clicks the Send button.

HostedSupport.com

Returns & Shipments Demo

Updated 10/08/10

Configuration Company Profile

Return Information Authorization

_ peely Credt

Return History

Transfer

Wiew Your Help Desk

71

Send Return Response: Return Approved

Note: All manuslly entered hyperlinks must include “http://", i.e. http://uww. yourcompany.com

¢ Elsouce | ][] )¢ ééhﬁ (S [ =i
EB 7o o] = i« i[E] ggétl @@J
N = Shyle | |'| Forrnat |Norrna| | ‘ Font | |'| Size | |'|
Hello Jan, [+ |
We're very sorry that you received the wrong club. A pre-addressed and pre-paid return shipment box has been overnighted to you. As soon as
you received the return box, just ship the club back to us and we will then overnight your new club. Please include your Return Authorization
#00000309 with your return
Click here to review our merchandise return policy and instructions.
Sorry again for the inconvenience, =
Daniel Alvarado
ARA Golf
On July 11, 2010 we received the following Return request:
Invoice #: 56215 =]
Reason for return: | ordered the Nike Slingshot 4D Iron club, but received the Slingshot HL Iron by mistake
Desired Resolution: I'd like to exchange this club for the one | ordered.
ltem #1
WModel #: Slingshot HL Iron (v
Cheose Saved Response | | Print

@ | send |

v




Help Desk > Shipment Tracking Feature

Returns & Shipments Demo

Customer Tracks Shipment

@ Jan receives Danny’s response

Danny’s response is immediately emailed to Jan, and
Jan is impressed that AAA Golf has responded to her
return request so quickly. That other golf retailer
she’s done business with has always taken much
longer to get back to her.

Jan is pleased that AAA Golf will be exchanging her
golf club immediately and that the return procedure
is clearly detailed for her.

@ Jan tracks her return shipment

Jan receives her return shipment box the following
morning, so she ships the golf club she received by
mistake back to AAA Golf right away.

The next day, Jan is curious to know the progress of
her returned package, and she remembers seeing
that AAA Golf provides a shipment tracking feature
on its help desk.

So Jan returns to AAA Golf’s help desk and clicks the
"Track a Shipment” feature.

Jan selects the carrier UPS, and when she submits
the tracking number for her return package a UPS
webpage pops up with her package tracking
information.

support@aaagolf.com to me show details 2:50 PM (2 minutes ago) | > Reply | ¥

Hello Jan, @

We're very sorry that you received the wrong club. A pre-addressed and pre-paid return shipment box has been
overnighted to you. As soon as you received the return box, just ship the club back to us and we will then
overnight your new club. Please include your Return Authorization #00000309 with your return.

Click here to review our merchandise return policy and instructions.

Sorry again for the inconvenience,

Daniel Alvarado
AAA Golf

On July 11, 2010 we received the following Return request:

Invoice # 56215

Reason for return: | ordered the Nike Slingshot 4D Iron club, but received the Slingshot HL Iron by mistake.
Desired Resolution: I'd like to exchange this club for the one | ordered.

lterm #1
Model #: Slingshot HL Iron
Brand: Nike
Description: Golf club
Purchase Price: $248.76

Updated 10/08/10

AAA
Golf

Ask 3 Question | L Search ]

Question Topics Shipping Tracking
Item (5)
Shipping (5) Select the shipping carrier:
Payments (2) @ ues
) Us Postal
Returns (1)
O FedEx

Other (5)
Enter your tracking number

|1z8A5E940342101969 |

Reguest a Return @

Track a Shipment

View Case Status

o) BGEbR
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Support Center > Returns > Apply Credit & Return History Returns & Shipments Demo

Updated 10/08/10
Rep Resolves the Return

Danny resolves and closes Jan’s return Supp Configuration Company Profile View Your Help Desk
Jan’s returned golf club is received by AAA Golf. The summan
club is inspected and restocked, and Jan’s exchange
gOlf club is Shlpped to her. Return Information Authorization Send Response _ Return History Transfer I21
With all the necessary steps taken to resolve Jan’s Return Authorization 00000508
return, Danny updates Jan’s return crediting Reasan for return I ordered the Nike Slingshet 4D Iran club, but received the Slingshot HL Iron by mistake.
information on her return’s App/y Credit page, Desired Resolution I'd like to exchange this club for the one 1 ordered.
. N assed
CheCkS the “C/osed” bOX, and C/ICkS t—he “Save” Item= o ) Restocking Fee  Warranty Code  Received h';p!mﬁn Recsived Date
button. This effectively completes the return i SmgshatHiien e ot v e wa
process.
Notes: Return shipment box has been overnighted.
Closed returns are never deleted from ezSupport. Reimbursement: Replace
They remain viewable, are archived with customer Other:
contact records, and can also be reopened if Jenaing nereeens Return to Stodkc
necessary. Every return’s complete history and Other:
. . . Additional Instructions: Upon receipt, inspect returned HL club before restocking and immediately owvernight 4D club.
communication thread along with any notes added RECEIVER NOTES:
. . . , : Replacement club has been overnighted to customer. UPS tracking
by reps can always be viewed by clicking the return’s #178ASE340342101969 ‘
Return History link. = S Ilﬁl

And that’s how ezsupportls Support Configuration CumanyPrDﬁle — - View Your Help Desk
Returns & Shipments works!

Summary M ages Tickets Returns

Return Information Authorization Send Response Apply Credit _m‘ 71

[ Insert Notes ]

Date Time Action Notes Enter By

I club has been ighted to customer. UPS tracking

07/14/10 1:38PM Return Closed S Eenieiae

Danny Alvarado
Hello Jan,

We're very sorry that you received the wrong club. A pre-addressed and pre-paid

return shipment bosx has been overnighted to you, As soon a5 you received the return

bos, just ship the club back to us and we will then avernight your new club, Please

include your Return Authorization 00000309 with your return.

Click here to review our merchandise return policy and instructions.

Thank you,

Daniel Alvarado
AAR Golf

07/11/10 2:50PM Resolution Sent Danny Alvarade

On July 11, 2010 we received the following Return request:

Tnvoice #: 56215

Reason for return: I ordered the Nike Slingshot 4D Iren club, but received the
Slingshot HL Iron by mistake.

Desired Resolution: 1'd like to exchange this club for the one I orderad.

Item =1
Madel #: Slingshat HL Iron
Brand: Nike
Description: Golf club
Purchase Price: £248.76

07/11/10 2:10PM Agent Autharized Assigned to Danny Alvarade Danny Alvarado

07/11/10 1:58PM Return Requestad Return Open Customer

HostedSupport.com




Support Center > Contact Manager Returns & Shipments Demo

Updated 10/08/10
One more thing...

Reps can File Returns Too

Configuration Company Profile Wiew Your Help Desk

Reps can also file returns directly on behalf of

customers (such as in a contact center setting) via Search by [ v searchfor [(swbmit | viewss & Record { List
customer contact records. So customer return
. . . 7
requests reported in off-line circumstances can be 7l
included with the regular returns process for
COnSiStenCy in hand"ng and tracking. New Contact Duplicate Contact Delete Contact Schedule Activity Priority Routing All Contacts
For instance, if Jan had called AAA Golf with her First Name bzn | eBay ID fanbradyforever |
return request instead of using the help desk, Danny Last Name [Brady | Email [ianbrady@gmail.com |
could have entered Jan’s return information into the Address 1 [11222 Dilling Street | Account | |
system by accessing Jan’s contact record in Address 2 ‘ | Company | |
, .
ezSupport’s Copta}ct Manager. Or, because Jan did City tadio Ciy | Daytime Phone  [§10.234.5678 |
not have an existing contact record, Danny could st BT = N o : l
ate alirornia enin one
have created a new record for Jan on the fly. ?
Region I | Mobile Phone [ |

The’n Danny would simply click the "Returns ’tab on Country ‘ = Fax | |
Jan’s contact record. This is where all of Jan’s )

X X . Zip [o1604 | Contact 1D [ |
returns history will be archived. Danny would then
click the “Create a Return” link to enter Jan’s return Status Active
information using the same form that is available on Spdste
AAA Golf’s help desk.
Returns created by reps via contact records enter the
regular ezSupport returns flow. Customers and reps
will receive the usual email confirmations and alerts, _

. Accounts

and returns can be handled by the appropriate reps
as normal.

eBay ID: janbradyforever Contact Name: Jlan Brady

Returns [ Create a Return ]

B* ooooozos 07/11/10 B:58PM Jan Brady D. Alvarado
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