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Standard Depot Repair Support

Standard Depot Repair Service is provided for the entitled Hardware at an NCR depot repair facility. When you experience a problem with a unit of Hardware, the reseller will simply contact NCR for assistance.  If the Hardware requires repair, NCR will provide the reseller a Work Order number.  The Hardware will need to be packed in appropriate boxing material and shipped, at the reseller expense, to the designated NCR depot repair facility listed in this document.  The Work Order number must be included in the address label on the outside of the box. NCR will repair the equipment and return within the specified period at NCR’s expense.

Advance Exchange Depot Repair Support

Exchange Support provides advance replacement of NCR devices requiring repair. Resellers simply contact NCR for assistance and a replacement product is shipped for next-business-day delivery. NCR maintains the spares pool — alleviating the need for resellers to manage and track replacement products. Devices requiring repair are returned to a NCR operated facility staffed by fully qualified personnel. Once repaired, products are returned to the spares pool and made available for additional advance replacement requests.
Advance Exchange support includes normal wear and tear. Physical damage to equipment is not covered but can be serviced for a fee under Time & Materials.  Advance Exchange Support is available as a service which must be purchased at the time the hardware is ordered.

On Site Hardware Maintenance Repair Support

Hardware Maintenance Services consist of Hardware restoral, parts replacement, and engineering changes, each as necessary to keep the Hardware under support in good working order under normal operating conditions. Services may be provided remotely or on-site.  The reseller must represent that they have the authority to allow NCR to maintain the Hardware. 

Resellers will place requests for Services via phone @ 1-800-262-7782 or through NCR @ Your Service for Interact Partners.  The “Principal Period of Maintenance” (“PPM”) is the time period, identified in your entitlement, during which NCR will perform Services.  Unless 7 day per week coverage has been purchased, the PPM does not include holidays.  Services requested to be performed outside the PPM will be chargeable at NCR’s then-current time and materials rates.  

DEFINITIONS
“Services” – means the NCR-provided services that you contracted for and will be performed by NCR or its subcontractors.

“Hardware” – means NCR hardware and associated peripherals and features, including Kits but excluding parts.

General Reseller Responsibilities

1. Level 1 Support. Reseller will provide Level I support for issues which are defined as basic user-type questions and isolation of problems to NCR’s area of responsibility.

2. Serial Numbers. Prior to the first request for service, reseller must provide a complete list of all hardware class, models & serial numbers to be covered under the service agreement. 

3. Initiating Advanced Exchange Repair. Reseller must call the assigned telephone number within the designated time to have replacement equipment shipped to the specified location. 
4. Packaging. Reseller must package all items to normal commercial standards. NCR original packaging is recommended.

5. Transportation. Reseller must provide for the safe transport of products needing repair to the service center. Reseller must bear all risks associated with this transportation. Products should be shipped via reseller-designated carrier and method, and reseller bears all costs of transportation.

6. Product Return. Reseller must return all malfunctioning products within 30 days from receipt of replacement product to the NCR location indicated on the shipping label.

NOTE: if the replaced products are not received by NCR within 30 days of shipment of the replacement unit, NCR will charge the reseller the current product list price for a new like product.
7. Remote Access. If required to complete diagnosis or remedy, reseller must allow for remote access.

8. No Trouble Found (NTF). NCR will monitor NTF results from reseller returns. During a 12-month period, if NCR experiences an NTF rate greater than 15% of the total returns from a reseller, NCR reserves the right to charge a fee of $100 per device over the 15%.

9. Error Reporting. Reseller must document and promptly report all detected errors to NCR with enough detail, and where necessary assist, for NCR to reproduce the error. Reseller must also assist NCR with recreating and diagnosing each error.
10. Compliance with License Terms. Reseller is responsible for complying with the terms of all relevant End User License Agreements pertaining to the Software. NCR reserves the right to suspend its provisioning support or take further action if the reseller is found in violation of license agreements.
11. Data Back Up. The reseller is additionally responsible for (i) performing data back-up and all necessary business contingencies in the event of failure of Hardware maintained by NCR; (ii) safeguarding all programs, data, and removable storage media before Services begin. 
General NCR Responsibilities

1. Telephone Numbers. NCR will provide telephone numbers for reseller to call to have replacement equipment shipped prior to returning the product to the service center for repair.

2. Level II support; Level II support issues are defined as in-depth operating platform or product functionality questions and support is provided by NCR

3. Telephone and E-Mail Support Coverage Hours. NCR will provide telephone and email support for reporting and correcting incidents during defined business hours Monday–Friday (NCR’s local time) excluding NCR-observed holidays. 

4. Escalation. When necessary, NCR will use established escalation procedures to enlist higher levels of expertise — including NCR and third-party engineering development teams.

5. Problem Isolation, Analysis and Resolution. A NCR representative will:

a. Assess the nature of the problem.

b. Assist with/perform problem determination.

c. Work to achieve problem resolution.

6. Replacement Pool. NCR will store, secure and track devices in a NCR-owned or supervised replacement pool.
7. Transportation. NCR will ship advanced replacement equipment from the NCR-owned spares pool prior to receiving the reseller’s damaged unit. NCR will ship products for same-day or next-business-day delivery depending on service levels entitled.  Calls must be received before the designated time for the product to ship the day the call is placed (excludes NCR-observed holidays).
8. Shipping Charges. NCR will bear all costs associated with shipping out replacement devices, unless the equipment was serviced under T&M.
9. Device Performance. NCR will ensure units will perform within the operational and environmental parameters specified in the product published specification for 30 days from date of return shipment.
10. Web Support. NCR will provide access to its reseller support website, “NCR @ Your Service” (www.ncr.com/support/ncr-at-your-service), on which NCR may occasionally publish information relating to current errors and workarounds. This site may also provide information about specifications, technical literature and more. NCR reserves the right to modify or discontinue all or part of its reseller support website at any time. This site is available to NCR Interact Partners.
Restrictions and Limitations
1. Reseller will incur additional charges at the prevailing rates for any of the following activities, which are not covered under this agreement:

a. Replacement of consumable parts or accessories, as defined by product, including but not limited to batteries, cables, print heads, carrying cases, paper, diskettes, tapes and ribbons

b. Repair of problems caused by natural or manmade disasters, including but not limited to fire, theft and loads that would cause internal and external component damage or destruction

c. Repair of problems caused by third parties’ accessories or peripherals not approved in writing by NCR for use with the product

d. Repair of problems caused by using the device outside of the product’s operational and environmental specifications, or repaired by a third party

e. Repair of problems caused by unauthorized alterations or attempted repair

f. Non-remedial work, including but not limited to administration and operator procedures, reprogramming, and operator or user training

g. Problem determination and/or work performed to repair or resolve issues with non-covered products; for example, any hardware not specifically listed on the service order form

h. Performance of any file backup or restoration processes other than the Commissioning Service option, if this service is purchased

i. Completion and test of incomplete application programming or system integration if not performed by NCR and specifically listed as covered

j. Use of Software Releases except as provided for under the responsibilities outlined in this document

2. NCR is not obligated to provide support for any product:

a. That has been repaired, tampered with, altered or modified — except by NCR’s authorized service personnel (including the unauthorized installation of any software).

b. That has been subjected to physical or electrical stress, abuse, or forces or exposure beyond normal use within the specified operational and environmental parameters set forth in the applicable product specification.

c. If reseller fails to comply with the obligations contained in the product purchase agreement and/or the applicable software license agreement and/or NCR’s terms and conditions of service.

Standard Depot Repair Support – Detailed Description
1. Scope
1.1 When there is a problem with a unit of Hardware, the reseller will contact NCR for assistance.  If the Hardware requires repair, NCR will provide a Work Order number.  The reseller will pack the Hardware in appropriate boxing material and ship the Hardware, at reseller’s expense, to the designated NCR repair facility listed below. Reseller will include the Work Order in the address label on the outside of the box. 

1.2 The reseller agrees to ship the Hardware to the NCR depot repair facility, where it will be repaired in 10 business days from the date of NCR’s receipt, and returned to the designated location at NCR’s expense via 2-day air shipment.  For purposes of this service, a business day shall mean Monday through Friday, 8:00 a.m. to 6:00 p.m. Eastern Time, excluding NCR recognized holidays.
1.3 Damage that occurs in shipment is the responsibility of the shipping agent.  If damage occurs in shipment from NCR to the designated location, it is NCR’s responsibility to place a claim with the shipping agent.  If damage occurs in shipment from your location to NCR, it is the reseller’s responsibility to place a claim with the shipping agent.  Both parties will provide each other with such assistance as may reasonably be necessary to recover damage claims from the shipping agent.  
2.1 You will ship failed units to the NCR Depot Repair Facility at:





200 Hwy 74 South

Peachtree City, GA 30276

Attn:  Dock Door 8

Advanced Exchange Depot Support – Detailed Description
1. Scope
1.1 When the customer experiences a problem with a unit of Hardware, the reseller support desk will assist in diagnosing the problem. If the problem cannot be resolved by the reseller support desk and that support desk determines the problem to be with an eligible Hardware unit, the Help Desk will contact NCR for assistance.  If you are entitled and request Advanced Exchange Depot Repair Service, NCR will ship to reseller a replacement unit of Hardware from our spare unit inventory, per the following schedule:

	Day
	Problem Reported
	Shipment

	Monday – Friday*
	Before 6:00 p.m. ET
	Ship on same day; next business day delivery*

	Saturday*
	Before noon ET
	Ship on Saturday for Monday delivery*


*    Excluding NCR-recognized holidays.

1.2 At the time the problem is reported, NCR will provide the reseller with a Work Order number.  When the replacement unit arrives at the designated site from NCR, the reseller personnel will replace the failed unit with the working spare unit.  The reseller will pack the failed unit in the received box and use the packaging material sent with the spare.  The reseller will use the return shipping address label provided to the outside of the box and mark the Work Order number on the shipping label. The reseller will, at their expense, ship the failed unit directly to the designated NCR depot, so it is received by NCR within 5 days.
1.3 Damage that occurs in shipment is the responsibility of the shipping agent.  If damage occurs in shipment from NCR to you, it is NCR’s responsibility to place a claim with the shipping agent.  If damage occurs in shipment from you to NCR, it is your responsibility to place a claim with the shipping agent.  Both parties will provide each other with such assistance as may reasonably be necessary to recover damage claims from the shipping agent.   The reseller will ship failed units to the NCR Depot Repair Facility listed in section 2 above.
NCR Onsite Support – Detailed Description
1. Scope 

1.1 This support applies only to Hardware Maintenance Services for all units of hardware that you are entitled to receive onsite hardware maintenance support on.  This support will be provided by NCR in the United States to you and your affiliates.  

1.2 However, any services performed on a time and materials basis are charged at NCR’s then-current hourly rate plus, if applicable, the cost of parts, supplies, materials, and expenses, and are subject to a two-hour minimum charge.  

2. Term
The term of the support will begin on the Effective Date defined as the 14 calendar days from the reseller order with the distributor. However, entitlement may be adjusted based upon any revised install date that the reseller has provided through the NCR entitlement process.  If there are service requests after the support period expires, NCR will expect the purchase of a new annual agreement, or will service based upon a time and materials charge support through a credit card purchase with NCR directly. 
3.  Hardware Maintenance Services
3.1  Hardware Maintenance Services consist of Hardware restoral, parts replacement, and engineering changes, each as necessary to keep the entitled Hardware in good working order under normal operating conditions, but unless otherwise agreed in writing do not include Supplies.  Services may be provided remotely or on-site.  The reseller represents that they have the authority to allow NCR to maintain the Hardware. 

3.2 Resellers will place requests for Services via phone @ 1-800-262-7782 or through NCR @ Your Service for Interact Partners.  The “Principal Period of Maintenance” (“PPM”) is the time period based upon the service type purchased (1 or 3 year, etc.) during which NCR will perform Services.  Unless you have purchased 7 day per week coverage, the PPM does not include holidays.  Services performed at your request outside the PPM will be chargeable at NCR’s then-current time and materials rates.  

3.3 NCR will determine in its discretion if it will provide Services for the unaltered portion of Hardware that has been altered without NCR’s written agreement.  NCR will not maintain Hardware if an alteration creates a safety hazard or renders maintenance or repair impractical.  For purposes of this agreement, an "alteration" is a change made to the physical, mechanical, or electrical arrangement of hardware, whether or not additional devices or parts are required, and includes the attachment of mechanical, electrical, or electronic interconnections not approved by NCR.

3.4 Hardware located in secure areas (for example, in casinos or at customs gate, or lounge areas at airports) is exempt from the targeted response time if security access is not pre-arranged and immediately available to NCR upon arrival at the Hardware site.  Time spent waiting for access to Hardware will be billed as Per Call Services.   

4.  On-site Service -Reseller Specific Responsibilities  
4.1 The reseller is responsible for maintaining a support center or support personnel during the same hours as, or greater than, the PPM specified in the entitled service.  The reseller qualified support center will serve as the initial point of contact for Hardware problems and shall initially work with to isolate and document Hardware problems. The reseller support center personnel will be trained in procedures for diagnosing and solving system problems that are user‑solvable.  

4.1.1
The reseller support center staff will make reasonable efforts to resolve all user‑solvable aspects of the problem.  At a minimum, they will: (i) isolate the hardware problem from software and operation problems; (ii) follow error recovery procedures as outlined by NCR; (iii) offer potential resolutions to the problem to NCR; (iv) clearly identify and log the problem and recommended resolution, as applicable; and (v) ensure all end-user reports of difficulty are validated against the database for proper configuration before requesting service.
4.1.2  When the problem cannot be resolved by the reseller, the reseller will report the problem call to NCR with as much information as possible to effect an efficient repair, including: (i) the site address, the site telephone number or NCR customer number; (ii) the Hardware product identification code; (iii) the serial number of the affected Hardware; (iv)  a description of the problem and the date and time at which the problem occurred; (v) database(s), logs, and/or supporting data files required by NCR to recreate the problem; and (vi) reasonable assistance to NCR in recreating and analyzing the problem.

4.2 The reseller will arrange to provide NCR personnel with safe and reasonable access to Hardware being maintained and adequate working conditions for NCR to perform the Services.  Only NCR may service Hardware covered by Services.  The reseller will make their personnel available remotely and on-site to perform reasonable troubleshooting and remedial activities.

4.3  The reseller is additionally responsible for (i) performing data back-up and all necessary business contingencies in the event of failure of Hardware maintained by NCR; (ii) safeguarding all programs, data, and removable storage media before Services begin; and (iii) providing NCR with reasonably requested information related to the Services.  NCR's standard charges for the Services do not include the costs or risks associated with these activities.  

4.4 The reseller will notify NCR in writing at least 45 days before Hardware is moved, added, or subject to removed from service.  The notice must include all information required to update the entitlement to reflect the change, as well as the effective date of the change.  If you do not provide the required notice, NCR will invoice directly at the applicable time and materials rate for any additional work that results. 

5. Out of Scope Services
Service related to the following are not included and will be billed at NCR’s then-current time and materials rates: (a) hardware not specified in the entitlement agreement; (b) negligence, modification, misuse, or abuse, including failure to comply with the manufacturer’s specifications or documentation; (c) use of Supplies other than as recommended by the manufacturer; (d) undocumented movement of Hardware; (e) replenishment of supplies; and (f) acts of third parties, fire originating outside of Hardware, water, acts of God, or damage ordinarily covered by insurance.

6. Termination 

6.1 You may terminate Services without penalty with respect to a unit of Hardware within 30 days of your order with the distributor, if you permanently remove that unit of Hardware from productive use. Contact your distributor to receive approval for such termination.
6.2 The life of a unit of Hardware is dependent on its installation environment and level of use.  If Hardware incurs excessive service actions due to its age, operating environment, or level of use, NCR will notify you and request to perform a-chargeable overhaul to extend its useful life.  If you are unwilling to pay for the overhaul, NCR may decline to service that Hardware. NCR will provide at least one year notice, before moving a class of Hardware to "end-of-life" status.  NCR will continue to maintain Hardware in end-of-life status on a best efforts basis, subject to the availability of parts, however, the targeted restoral times will not apply to such Hardware.

6.3 If NCR cannot reasonably secure parts, software, documentation, training, or support necessary to maintain non-NCR produced Hardware, NCR may terminate Services with respect to that Hardware upon written notice.

7. NCR @ Your Service
7.1 For Interact Partners NCR will provide access to “NCR @ Your Service” ( www.ncr.com/support/ncr-at-your-service ), a web-based tool which enables you to create, manage, and check the status of Services incidents; troubleshoot problems; request moves/adds/changes/deletion of Hardware; inquire about invoices; and access standard reports.  The Site is not open to the general public; NCR will provide a user login and password for each employee you designate.  Each employee will be required to agree to NCR’s terms of use when they enter the Site.

7.2 NCR maintains a knowledge base of problem and resolution information to help support its customers.  Information you provide in the course of resolving an incident may be included in this knowledge base and used by NCR for its business purposes.  NCR will not identify you in its use of such information.

7.3 Access to the Site is intended to assist in resolving specific questions relating to Hardware which currently is covered by Services.  The compilation, repackaging, disclosure, or dissemination to third parties, or other use of the Site, is expressly prohibited.  The Site and all intellectual property rights pertaining to it, including but not limited to copyright, are NCR’s property and its Confidential Information.

9. Diagnostic Tools
NCR may use certain computer programs, data, documentation, tools and other materials solely to assist it in providing Services (“Diagnostic Tools”). Diagnostic Tools are the confidential intellectual property of NCR and are not licensed or transferred to you.  They may not be copied, transferred, disclosed, or used by anyone other than NCR without NCR's advance written consent.  NCR may install, update, change, or remove Diagnostic Tools at its discretion.  NCR warrants that Diagnostic Tools will not cause Hardware to fail to conform to its warranties or manufacturer-published specifications and that they will not infringe third party intellectual property rights.  If Diagnostic Tools do not conform to these warranties, then NCR will either change them so that they conform, or remove them.  In all other respects, Diagnostic Tools are “as is.”  These are NCR’s exclusive obligations, and your exclusive rights and remedies, with respect to Diagnostic Tools.  Some NCR products may additionally include diagnostic programs or capabilities which are intended for customer use; such programs will be specifically identified by name as "Licensed Software" in NCR's published documentation, and are not subject to this Section (but are subject to all the obligations related to Licensed Software under your NCR purchase agreement.
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