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Product Support & QA





Policies and Procedures                             

Product Advance Replacement Policy

Description

An advance replacement is a unit that replaces a brand new ClearOne product that has been determined to be *defective.  Replacement units are sent in advance of receiving the customer’s original, defective unit.  Advance replacement requests must be forwarded to ClearOne Technical Support at 800-283-5936.

*Defective product that meets the terms and conditions outlined in this policy.

Terms & Conditions

· Advance replacements must be authorized by a ClearOne Technical Support team associate.

· Advance replacements can only be issued to replace products that have been troubleshot and determined to be defective by a ClearOne Technical Support technician.

· Defective product does not qualify for replacement if:

· The equipment has been damaged by negligence, accident, act of God, or mishandling, or has not been operated in accordance with the procedures described in the operating and technical instructions; or,

· The equipment has been altered or repaired by other than the Manufacturer or an authorized service representative of the Manufacturer; or,

· Adaptations or accessories other than those manufactured or provided by the Manufacturer have been made or attached to the equipment which, in the determination of the Manufacturer, shall have affected the performance, safety of reliability of the equipment; or,

· The equipments original serial number has been modified or removed.

· Advance replacements can only be issued for product that has been determined to be defective ninety (90) days or less from the date that the installing dealer purchased the unit.

· Dealers must provide proof, when requested, that the original defective unit was purchased within the 90 day period.

· Dealers that purchased the unit directly from ClearOne will be required to provide a new purchase order (hard copy) to secure the advance replacement.  The dealer will be invoiced for list price of the advance replacement.  This amount will be credited when ClearOne receives the original, defective product.   

· Dealers that purchased the original unit from a ClearOne distributor will be required to provide the name of the distributor and the original PO or invoice that the dealer used to purchased the unit from the distributor.  The distributor will then be required to provide a new purchase order (hard copy) to secure the advance replacement.  The distributor will be invoiced for the list price of the advance replacement.  This amount will be credited when ClearOne receives the original, defective product.   

· Dealer agrees to return the defective product within thirty (30) days of when the advance replacement shipped from ClearOne.  Dealers returning units after 30 days will be charged a 20% restocking and processing fee. 

· Product returned to ClearOne must have a valid RMA # clearly marked on the outside of the shipping container.

· Product returned to ClearOne must contain all of the original accessories and be properly packaged in the appropriate ClearOne packaging container.  Replacement accessory costs and costs associated with shipping damage due to improper packaging will be the responsibility of the dealer.

· End user requests for advance replacements will be processed via their ClearOne authorized dealer.

· Standard shipping for all replacements is FedEx P1 (Priority overnight).  ClearOne will pay all shipping costs.  A FedEx number will be provided to return the defective product.  Customer must use Fed X saver shipping to return replaced product.  

· Advance Replacement requests received after 2pm MST will ship the next business day.

Defective product that does not qualify for advance replacement will be repaired via the normal warranty or non-warranty repair process.
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