REPAIR/SERVICE AND RETURN PROGRAM

FOR ALPHA TELECOM, INC. U.S.A. PRODUCTS
Repair/Service and Return (R/S&R) Program is a means by which readily returnable customer equipment is serviced.  R/S&R provides warranty verification, generation of appropriate paperwork, tracking, and a single point of contact.

CUSTOMER SUPPORT
Seller has one convenient repair center located at its Huntsville, Alabama office.  This location does not repair all Products.  Therefore, depending upon the Product, the unit may go to other locations for repair.  Seller maintaines a policy that each customer should only have to interact with a single organization for repair issues.  The Huntsville office is the single point of contact for all Product repairs.  The customer support telephone number and email address for this center are as follows:

(408) 541-6190 between 8:00am and 5:00pm CST or

email: support@alpha-tele.com
Office Address:  Alpha Telecom, Inc U.S.A., 1362 Borregas Avenue, Sunnyvale, California 94089
Customer calls the California Office and an RMA is issued to administer the repair order.  Customer returns the Product to California office for repair.  The office will source the material, transship items not repaired in-house, and do all order processing.  The customers repair order must include the following information:

1. Customer’s name and complete address.

2. Customer name and contact number in case of questions about the Products to be repaired. 

3. Customer’s purchase order or invoice number.

4. Description and quantity of units included in the order.

5. The nature of the defect or failure, if known.

6. Return address for the repaired material if different than item 1. 

7. Whether or not the customer believes the order is under warranty.

Seller will normally ship repaired or replacements to the customer shipping location within (15) calendar days of receiving the defective Products.  Charges for Products not under warranty will be as set forth in the Agreement between the customer and Seller.
R/S&R CHARGES
Customer billing is dependent on the warranty status of the equipment.  Paperwork sent with the material should indicate if it is thought to be eligible for warranty repairs.  Eligibility for warranty includes being within the warranty eligibility period and being free of damages from tampering or abuse (*Note: PCB Burnt is also not covered by Warranty.).  Billing is also dependent upon whether a problem is found with the equipment by the repair source (Trouble Found/TF), or not (No Trouble Found/NTF).  Additionally, the Product may be found to be unrepairable, in which case it will be junked by the repair source.  The following table depicts customer charges:
	
	NTF
	TF
	TAMPER
	ABUSE
	PCB Burnt
	JUNK
	ACT OF NATURE



	In Warranty
	Repaired

Charged Plus S&H
	Repaired

No Charge
	Repaired

Charged Plus S&H
	Repaired

Charged Plus S&H


	Repaired

Charged Plus S&H


	Replaced

No Charge
	Repaired

Charged Plus S&H

	Out of Warranty
	Repaired

Charged Plus S&H
	Repaired

Charged Plus S&H
	Repaired

Charged Plus S&H
	Repaired

Charged Plus S&H
	Repaired

Charged Plus S&H


	R/S&R Handling

Charged


	Repaired

Charged Plus S&H


