
[User Guide] Customer Service Connector 

by TikTok Shop​

📌 Customer Service Connector is provided by TikTok Shop, with no additional cost for 

current Zendesk Support subscribers.​

Key Features​

• Manage TikTok Shop customer inquiries on one platform, Zendesk. ​

◦ By centralizing your customer support efforts on Zendesk, you can maintain better 
control over communication, and provide a consistent experience for your customers.​

• Search and view TikTok Shop order information​

◦ Order details include order status, items(s) purchased, shipping address, tracking ID​

◦ You can search for order by TikTok Shop Order ID​

• View order returns, refunds, and cancelations​

◦ Return details include return status, item(s) returned, and return/refund reason​

Requirement​

This connector app is available to TikTok Shop sellers in the US only. ​



Customer Service Experience on TikTok Shop​

Buyer Side​

✅ TikTok Shop Entrance ​

❌ TikTok Entrance​



Seller Side ​

Seller 

Center ​

Zendesk​

Things to know before using the app​

1. The connector manages buyer messages from TikTok Shop, not your TikTok marketing 

account that is linked to your TikTok Shop account. If someone directly messages your 

marketing account, the messages will not be displayed on Seller Center Buyer Messages tab 

and Zendesk. ​



2. The buyer identity is encrypted on Zendesk. TikTok values and protects the privacy of our 

users. We limit the sharing of personal identifiable information to third parties (Zendesk in 

this case). You can verify the buyer identity, if needed, by verifying information in their order. ​

3. Only text and image messages are supported. 

Message limitations​ Description​

Text​ No more than 2000 characters​

Hyperlinks​ Shown as text​

Image size​ No more than 15 MB​

Video​ Not supported​

Product and order cards​ Not supported​

4.  After installing the app, you will receive buyer messages on Seller Center and Zendesk 

simultaneously. We recommend using only one channel to avoid confusion in replies.​

Connect your TikTok Shop with Zendesk Support account​



To connect your TikTok Shop with your Zendesk Support account, you will need to authorize the 

connector to receive and send data from your TikTok Shop and your Zendesk Support account. ​

Install Customer Service Connector by TikTok Shop on Zendesk​

Step​ Demo​

1. Go to Zendesk Marketplace, search for 

'Customer Service Connector by TikTok Shop'.​

2. Click 'Install' button, select a Zendesk account to 

install this app.​

3. Complete the installation.​



4. To verify that your installation was successful, go 

to Admin Center -> Apps and integrations -> 

Zendesk Support apps and check if the 

connector is listed under "Currently Installed"​

Connect TikTok Shop account with Zendesk​

Now that you have installed the connector on your Zendesk Support account, the next step is to 

install the app on your TikTok Shop account. ​

Step​ Demo​

1. Open any ticket on your Zendesk Support 

account. ​

2. After you open the ticket, you will see  'App' on 

the right side of the page. Under "App" you 

should see the Customer Service Connector. Click 

'Complete setup' to connect your TikTok Shop 

account.​

3. You will be taken to the TikTok Shop Connector 

Manager to continue the setup on your TikTok 

Shop account. Follow the instructions on the 

connector manager to log in to your Seller Center 

account. ​

Note ⚠️ ​

Only the TikTok Shop owner account can authorize 

the connector. ​



4. After logging in, you will see that the connector is 

already connectored to Zendesk. The next step is 

to connect your TikTok Shop with the connector. 

Click Connect, and you will be taken to the 

Customer Service Connector app page on TikTok 

Shop App Store. Click Install to finish the 

connection. ​

5. The setup is complete. You can manage the 

connections on the connector manager anytime.  ​

Now, you have completed the setup and you can use Zendesk to receive and reply to all buyer 

messages directly.​

Use Zendesk to manage buyer messages​

Your setup is complete. Messages from your TikTok Shop buyers will be forwarded to Zendesk 

and a ticket will be created. This eliminates the need to log in to Seller Center to manage buyer 

messages, and allows customer service agents to reply to messages directly on Zendesk. ​



Step​ Demo​

1. A buyer sends a message to you on 

TikTok Shop. ​

2. The buyer's message(s) are forwarded 

to Zendesk and a ticket is created on 

Zendesk.​

Note ⚠️​

1) Currently, the connector only supports 

sending and receiving text, emoji, and 

image messages from buyers. Order cards, 

product cards, video and emojis are not 

supported. ​

To ensure messages are not missed, 

please ask your buyer to send you 

messages in text or image format. ​

2) The buyer identity is not disclosed. 

TikTok values and protects the privacy of 

our users. We limit the sharing of personal 

identifiable information to third parties 

(Zendesk in this case). You can verify the 

buyer identity, if needed, by verifying 

information in their order. ​

3. Simply reply to the buyer's message on 

the Zendesk ticket directly. You can 

close the ticket, and when the buyer 

responds, the same ticket will reopen. ​



• Character limit: No more than 2000 

characters in one message.​

• Message Type: Reply in text or images 

(max file size: 15MB). Message in other 

formats, such as videos, hyperlinks, 

files, etc. is not supported.​

4. If the buyer is inquiring about an order, 

you can search for the order details by 

TikTok Shop Order ID on the Apps page, 

and verify their identity using 

information (ex: shipping address) on 

the order details. ​



5. The buyer will receive your response on 

their TikTok account and reply to you if 

the buyer has additional comment or 

questions. ​

FAQ​
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