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Requesting an RMA 

1. Please log on to your DeskPro account by visiting: http://support.aver.com/login.php  

*Note: If you do not have an account, please create an account to get assistance with your product 

and the RMA request. (No RMA# will be processed without a DeskPro account) 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2. Click on “Ask a Question” for new tickets or “Open Questions” for open/pending tickets 
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3. To create a new ticket: 

Step 1: Give your query a title of “RMA Surveillance Request” and then Scroll to “Please categorize 

your question,” click on the drop-down menu and select Security Products 
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Step 2: Fill in all required information (highlighted in the red boxes) including a brief description 

of your issue and the reason for the RMA request in the “Your Question” box. 

*Note: If your profile is not up to date with your contact information (Name, Phone Number, 

E-mail Address), please include it in the “Your Question” description box.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Step 3: Click on “Submit Question,” and you have just filed a ticket and RMA request with 

AVerMedia Surveillance! 
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4. Once a ticket has been submitted, you will receive a call from our Technical Support Team. 

• Support team will work with you to understand your issue and troubleshoot the problem if 

possible to prevent any unnecessary RMAs. 

• If it is determined that the unit needs further testing and resolution at the user level is not 

possible, you will be given an RMA form that simply needs to be filled out and returned to 

the Technical Support Team. 

*Note: An invoice or PO might be required in order to verify unit warranty information 

Once the above process has been completed and all product/customer information has 

been received and verified, an RMA number will be issued with the shipping instructions. 

• You must ship the unit with the RMA number clearly marked on the shipping container. 

 

5. Once we receive the unit, we will perform all diagnostic tests and either resolve the issue or 

provide a replacement unit of equal value (if the product is still under the warranty period). 


