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Policies and Procedures                             

Product Repair Policy 

Description

ALL CLEARONE PRODUCTS ARE COVERED BY A 2-YEAR WARRANTY. This document defines ClearOne’s policy for both warranty and non-warranty repairs of ClearOne products.  Terms, including handling procedures and fees, are defined for each type of repair.

Anyone requesting to send product in for repair must first contact ClearOne Technical Support at 800-283-5936.

General Terms 

· Before a defective product will be authorized to send in for repair, it must first go through the troubleshooting process with a ClearOne Technical Support technician.

· Products authorized for repair must have a valid RMA (Return Material Authorization) number.

· ClearOne Technical Support will issue the RMA number.

· An RMA form containing the RMA number and shipping directions will be emailed or faxed to the customer.  The return shipping label portion of the form must be attached to the outside of the shipping container so that the RMA number is clearly visible.

· Products received at ClearOne that do not have a valid RMA number clearly marked on the outside of the shipping container will be refused and returned to sender.

Warranty Repair Terms

· ClearOne will repair any product free of charge, including parts and labor, within the terms outlined in the warranty agreement for that product.

· Customers must provide proof, when requested, of the unit’s purchase date.

· Product that is within the warranty period will be repaired under the Non-Warranty terms 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.

· Customer is responsible for shipping charges to send defective product to ClearOne.  *ClearOne will pay return shipping charges.

· Standard return shipping method is FedEx Saver, 2-3 day service.

· *Extra charges associated with Non-standard shipping, when requested, will be the responsibility of the customer.

Non-Warranty Repair Terms 

ClearOne will repair any non-obsolete ClearOne product that does not meet the terms of the warranty. Non-warranty repair terms are as follows:

· The customer is responsible for, and agrees to pay, all parts and labor costs associated with the repair.  Standard non-warranty repair charges are outlined below.

· Customers must provide payment method and one of the following, prior to receiving an RMA:  

· Hard copy of a PO, for customers on account with ClearOne.

· Valid credit card number.  Credit card must be approved prior to shipping repaired product.

· Request for COD.  Customers will be notified of COD charges prior to shipping repaired unit.

· Customer is responsible for all shipping charges both to and from ClearOne.

Customers will receive a courtesy call notifying them of total repair charges prior to return shipping.

Non-Warranty Repair Charges

Total repair charges (per unit) for a non-warranty repair consist of:

· Cost of any replacement parts needed to repair the defect.

· Parts replaced in the course of troubleshooting, that do not repair the defect, will not be billed to the customer.

· Labor costs billed per hour after *minimum charges/time.

· Labor charges include troubleshooting and repair time only.

· Burn-in time and final test time is not included in the labor charges.

· Labor time is rounded to the nearest half hour.

· Labor rate is $80.00 per hour after *minimum charges/time.

· Shipping and handling costs.

*Minimum Labor Charges:

All non-warranty repairs are subject to a minimum evaluation/repair labor charge even if there is no problem found.  Minimum labor charges are as follows:

· $160.00 (includes first two hours of labor). For the following products:

· XAP & PSR products

· AP (Audio Perfect) products

· GT series products

· V-There products

· Broadcast telephone interface products

· DocCam Pro and Ceiling DocCam

· $80.00 (includes first hour of labor).  For the following products:

· FlexCam series cameras

· Audio/Video conferencing accessory products such as the AP&XAP IR remotes, volume/select panels, Accumic.

Repair Charge Estimates:

· Estimates on repair charges for a specific problem will not be given over the phone.  Repair estimates, if requested, will be given after the repair department receives and evaluates the unit.

· Customers requesting an estimate on repair charges must do so up front when they call in for an RMA.  The repair technician will call with the estimate after evaluating the unit, before proceeding with the repair. 

· Any product evaluated for a repair estimate is still subject to the minimum labor charges even if the customer decides not to proceed with the repair.

· Estimates given on repair charges are not guaranteed by ClearOne.  Actual repair costs may exceed the estimate.

· Customer is responsible for actual repair charges, regardless of estimate. 

Repair Policy Notes

Repair Duration:

Products are repaired on a first come first serve basis.  Turn-a-round time of a particular repair is dependant upon circumstances such as product type, the nature of the problem and current repair volumes.   Average turn-a-round time for most products/problems is three to five business days excluding transportation time.  Requests for expedited repair service will be considered on a case by case basis.

Repair Warranty:

ClearOne guarantees all of its repair work, whether performed on warranty or non-warranty items, for a  duration of 90 days from the time the repaired product is shipped back to the customer.  If the original problem described was not resolved or reoccurs within the 90 day period, ClearOne will re-repair the unit free of charge, including transportation.
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