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Welcome to the Authorised Warranty Provider
Program!

Y ou have completed al of the requirements to be able to provide warranty service on selected IBM
products. This document is an introduction to the Authorised Warranty Provider Program, and is
intended to give you an overview of your rights and responsihilities within this program. We hope
this enables IBM to work closdly with you to provide world-class service and support to our mutual
customer.

The document is set out to give you an overview of the important contacts within the organisation,
defining what conditutes a warranty repair, performing the warranty service, how to make a
warranty clam and required education.

We look forward to working closdy with you and providing a best-of-breed service to users of

IBM equipment. If you have any specific questions or requirements, please don’t hesitate to contact
me on 132 426.

J Aersis

Anadasa Terzis
A/NZ Program Manager
Business Partner Warranty Services
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Contacts

AUSTRALIA

After hours Server Emergency Parts - Ph: 02 9951 9555
17:00 - 08:00 AEST , 7 days Fax: 02 9665 4095
Aptiva & Other Consumer Products support | 1300 130 426
Dedler Technica Support 1800 062 038
Globa Partnerinfo Help Desk 1800 637 713

Hardware Maintenance Manuas

Http:/Awww.pc.ibm.com/us/cdt/hmm.html

IBM Switchboard ( 24 hours) locd cdl cost | 132 426
IBM Library / Publications 02 9951 9408
IBM PSG Frontline 1800 195 995
IBM Learning Services 1800 801 088
Netfinity TechLine 1800 818 090
Sde of Parts Ph: 02 9951 9660
Fax: 02 9951 9678
Warranty Clams Centre Ph: 02 9951 9746

Fax: 02 9951 9705

Please cdl the Switchboard for transfer to phone numbers not listed.

Copyright IBM 2001
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Contacts
NEW ZEALAND

Aptiva Service Hatline

0800 446 149

After Hours Server Emergency Parts

Ph: 0800 733 222
Fax: 04 576 5999

Dedler Technical Support 0800 472 435

PSG Frontline - 04 576 5755

Deanne Sorenson

Hardware Maintenance Manuas Http:/Aww.pc.ibm.com/us/cdt/hmm.html

IBM Switchboard 0800 801 800

IBM Learning Services 0800 801 800 for transfer
09 359 8439 direct

IBM Publications/ Library 04 576 5467

Internationa Warranty Services 0800 733 222

Netfinity Techline 0800 426 111

Sde of Parts Ph :0800 733 111
Fax :04 576 5869

Warranty Clams Centre Ph :04 576 5623

Fax :04 576 5869

Please cal the Switchboard for transfer to phone numbers not listed.

Copyright IBM 2001

Page 5 Authorised Service Provider Guide



5
.
3
=
@
o

rali

>
c
@
2

Qualifying to be a warranty provider

What do you need to do?

Asan Authorised Warranty Provider on IBM’s behdf, you must be a current Tier 1, part of the
Associate Member Program, also knows asa Tier 2 IBM Business Partner or Retailer. ' You must
hold this status for the duration of your participation in the Authorised Warranty Provider program.

It is a requirement of IBM that you have a minimum of two trained service personnd per service
location. A service location is a Sngle geographic location  You need to maintain this number of
trained service personne to continue your Authorised Warranty Provider qudification.

Y ou have been provided with two free seats on the rlevant PC Indtitute class to qualify you for the
program. If you need to have additiond gaff trained to maintain this minimum requirement, this will
be a your own expense. You are aso required to keep an eementary stock of parts for the
systems on which you are authorised to perform warranty service. Deder records will be audited
periodicdly to determine if alocation has the correct number of trained service personnel and parts.

As newer equipment or models become available, you will need to have your service personnel
trained at the next available PC Indtitute Training course. If there are any specia requirements (i.e,
classes not being readily avallable in your location, or you are in a podtion where both trained
service personnd leave your organisation), you should contact a PC Ingtitute representative as early

aspossible.

If any of these conditions are not met, your authority to provide warranty service may be terminated
a IBM’ s discretion.

Copyright IBM 2001 Page 6 Authorised Service Provider Guide
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Defining Warranty Service

IBM provides customers with a manufacturers warranty againgt faulty workmanship or defective
parts, providing that the product receives norma use. Warranties may be transferred to another
customer if the product is sold during the warranty period.

Customers are required to provide proof of purchase to make a clam under our warranty
provisons. If warranty has been transferred, a copy of the origind purchase document must be
provided, not a copy of the transfer document.

Some customers may have purchased and IBM consumer product through various Virtual
Communities programs therefore may not hold a proof of purchase. These cusomers usudly call
IBM for phone assistance and may then be referred to their closest Authorised Warranty Provider
for further support. Warranty on these machines may be different to the sandard warranty periods
on other products therefore it is recommended you contact the Warranty Clams Centre for
clarification if required.

As an IBM Authorised Warranty Provider you must provide warranty services to customers

who have purchased an IBM PSG product that is covered by warranty, whether they did or
did not purchase the machine from you.

Warranty Periods

OneYear Warranty

This customer warranty covers al parts and labour for a period of one year from the date of sae.
Service under this warranty may be Customer Carry-In or On-site, dependent on the product.

ThreeYear Parts, One Year Labour Warranty

This customer warranty covers al parts for a period of three years and |abour for a period of one
year from the date of sde. The |labour content of any warranty repair during years two and three is
billable to the customer as this is not the respongbility of IBM. Service under this warranty may be
Customer Carry-In or On-gte, dependent upon the product.

Copyright IBM 2001 Page 7 Authorised Service Provider Guide
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Three Year Warranty

This customer warranty covers al parts and labour for a period of three years from the date of sale.
Service under this warranty may be Customer Carry-In or On-dite, depending on the product. In
most casesit will be On-site for at least the firgt year.

Copyright IBM 2001 Page 8 Authorised Service Provider Guide
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Warranty Service Types

CCE - Cugtomer Carry-in Exchange

The customer will bring the faulty product or part to your service location, together with a vaid
proof of purchase from any IBM Business Partner or Resdller. Y ou provide Warranty Service that
includes the exchange of the product or part for the end user.

CCR - Cugtomer Carry-In Repair
The customer will bring the faulty product or part to your service location, together with a vdid

proof of purchase from any IBM Business Partner or Resdller. You provide Warranty Service that
includes repair of the product for the end user.

COE - Customer On-gite Exchange

The customer will provide a vaid proof of purchase from any IBM Business Partner or Resdller.
You will arrange for the delivery of an exchange unit to theend user'slocation.

OSE - On-site Exchange
Your Service Representative will exchange the failing unit at the customers site where the customer

will provide avalid proof of purchase from any IBM Business Partner or Resdller.On-gte exchange
includes disconnecting the failing unit, ingaling the replacement unit and fully testing the system.

OSR - On-site Repair

Your Service Representative will repair the product at the customer's site where the customer will
provide avaid proof of purchase from your any IBM Business Partner or Resdller.

Dead on Arrival ( DOA )

A DOA is covered under warranty but is not a warranty repair. A DOA product is, after
obtaining agreement from the relevant IBM support saff, replaced with a new or good as new
product or component.

DOA products will not be daimable as awarranty repair and therefore the procedure outlined in the
Channel Operations Guide should be adhered to. (Please refer to page 13 for the DOA procedure).

Copyright IBM 2001 Page 9 Authorised Service Provider Guide
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Optional Parts & Accessories Warranty

Optiond parts and accessories carry their own individual warranty with the warranty period taken
from the date of sde. Unless specified otherwise in the Warranty Statement, these components
carry a'Parts Only' warranty.

For dl Options indaled in a system , the warranty period will be ether the warranty period of the
Optiona Feature or the warranty period of the sysem in which it is inddled, whichever is the
greater.

Sale of Parts Warranty

All spare parts purchased from IBM  carry athree month, parts only warranty. If the part isused in
the provison of Warranty service, the warranty period will be taken from the date of ingdlation and
will be either the warranty period of the part or the warranty period of the IBM product inwhichit is
ingalled, whichever isthe greeter.

Extended Warranty

IBM provides a range of Extended Warranty contracts for IBM PC equipment and standard
maintenance contracts, also known as a ServicePac. This sarvice is performed by IBM, and as the
Business Partner does not provide any services they are not igible to cam the reimbursement for
labour. Services include enhanced response times, express repair and on-site coverage. For more
information call 131 426 ( Australia) or 0800 733 222 ( New Zedand ) and ask for the Service
Pacs or Extended Warranty Departments.

I nter national Warranty Service

Mogt IBM PC products covered by warranty qualify for International Warranty Service. The
product warranty will be that applying in the country of purchese. To apply for Internationa
Warranty Service, the customer is required to register the product with our Internationd Warranty
Office prior to transferring the product to another country. Upon regidration, the customer will be
issued an Internationd Warranty Service Certificate. The certificate may be taken as proof of
purchase unless otherwise required by law.

Note. This is not a product warranty - it is a service. This service is not necessarily
available for all consumer products. Please check with IBM for clarification.

Copyright IBM 2001 Page 10 Authorised Service Provider Guide
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What is covered by warranty?

IBM uses the highest quality components in the congtruction of our systems and equipment.  Any
fault that is found to be as aresult of equipment failure under norma usage circumstances is covered
by warranty. There are, however, some technology limitations which may require interpretetion as
to what congtitutes a component fault. Some of these are listed below.

What is not covered by warranty?

Any failure of the equipment in question, which arises as aresult of:

Power surges - such aslightning strikes, power peaks, or any other utility over voltage

Lost Passwords - removal of passwords can be performed for a service fee in some instances.
Occasionally hardware will need to be replaced at the customer’ s expense.

Physica abuse - any physica damage.

Natural disaster

Misuse - usage outsde norma operating conditions, such as physca breskage, over
temperature, under temperature, excessve dust or moisture, or not using to perform intended
task

Environmentad factors - excessive heat/dust/vibration, beyond the product's defined operating
ranges

will not be covered under warranty and works performed and parts used to rectify these conditions
cannot be claimed. In addition to this, work performed outsde of IBM’s normad policies cannot be
damed. You should check IBM’s policiesin certain areas before providing warranty support;

Bad pixd criteriafor TFT screens

Bad sectors on Hard Disk Drives

Specific performance specifications

Other criteriawhich may require interpretation as to what is a“fault’. Typicdly, any fault which
causes a serious limitation to the consumer’s usage of the product will be covered under

warranty.

Copyright IBM 2001 Page 11 Authorised Service Provider Guide
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Performing Warranty Service

Determining hardware or Software Faults

It is your responghbility as part of the warranty service action to diagnose the root cause of the
problem. It is absolutely imperative that you determine if the problem is hardware or software
related - a software fault can give the distinct impresson that the cause of the problem is hardware.
Prior to replacing any FRUS, you need to ascertain whether or not the problem has in fact been
caused by faulty hardware.

Software errors can be as a result of down-level BIOS, firmware, drivers, operating systems, or
supporting files. A good test to determine if the problem is hardware or software related is to
replace the suspect system’s Hard Disk Drive with one containing a standard IBM image for that
particular system type and modd number. |f the problem ceases, you can safely suspect the cause
of the problem is software and no FRU replacements are necessary. Most machines adso contain
diagnostic procedures within the system BIOS or as a part of the system’s pre-loaded software.
These tools will dso enable the support personne to determine if a problem is the result of faulty
hardware or software configuration.

Copyright IBM 2001 Page 12 Authorised Service Provider Guide
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DOA Procedure

Where IBM product has been shipped which does not work on initial power-up or is damaged or
has a mgor operating fault, IBM will endeavour to repair the unit or ship a replacement unit as soon
as possible. Do not follow the standard warranty claim process.

If you hold Tier 1 statusyou areto :

= Contact Deder Technical Support on 1800 062 038, Monday to Friday 7am to 9PM
AEST

= Deder Support will review the problem with the Business Partner to diagnose the
problem.

= If it has been established by Deder Technica Support that this machine can be repaired,
an IBM Integrated Technical Services (previoudy caled Product Support Services or
PSS) Representative will be assigned the call.

= The repair will then be organised however if parts are not available within a reasonable
amount of time, aDOA may be consdered.

= |If established by IBM Deder Technica Support that the product cannot be repaired, you
will be provided with a DOA number. You must contact IBM Frontline with these
details in writing immediatdly for areturn to be organised.

= Dependent on stock availability, IBM will endeavour to ship the replacement product
within 24 hours of receipt of the written notification. A new invoice will be produced for
the replacement product

= IBM will issue a GPU number to facilitate pickup of the DOA product

= IBM will issue a credit note againg the origind invoice for the DOA product, once
receipted into the IBM warehouse

= DOA products can only be replaced from IBM inventory.

If you are an Associate Member :

* You mugt contact the Digtributor this product was purchased from and they are to
liaise with IBM to arrange a DOA replacement.

Copyright IBM 2001 Page 13 Authorised Service Provider Guide
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Customer Replaceable Units (CRU)

Authorised Warranty providers can order selected components to address warranty service
requirements. This includes items such as disk drives, CD drives, AC adapters, batteries etc. These
components have been identified as being Customer Replaceable Units (CRU).

This program dlows the Warranty Service Provider to provide more immediate service as the
machine does not have to be returned to IBM for repair work and may remain with the Warranty
Service Provider or customer.

Anyone can replace a CRU part however, the part must be associated with a machine and a cal
which has been placed with the IBM Service Centre. The standard warranty clam submission
process should then be followed. IBM will then replace the part and expect to receive the defective
part back.

The nature of a CRU is such that the replacement of the part in question does not require technical
kills or system disassembly. This means the part has been identified as one which can be safdy
replaced by the customer without affecting the system’s usability or warranty. Should the Business
Partner perform the CRU replacement on behdf of the customer, IBM will consder rembursing the
Business Partner, but any clam will be paid at a sgnificantly reduced rate.

The entitlement of warranty is done at a machine level, not a part number level.

Shelf Life

In addition to the customer warranty period, IBM provides a shdlf life warranty from the date the
product is shipped from IBM to Business Partner, depending on the product type. This alows you
to carry stock to meet customers immediate needs. This shelf life, added to the customer warranty,
is the maximum period during which IBM  will provide warranty replacement parts and/or labour
reimbursement.

Our customers are dways entitled to the full customer warranty period. This means that any product
sold during the shelf life period will carry the full customer warranty period a IBM’s expense.
However, if you exceed the shelf life period before sde of the product, you will bear the cost of any
failures that occur between the end of the maximum period and the end of the full customer warranty

period.
Example - For aproduct carrying a 3-month shelf life

If IBM ships a product with a one year warranty to you on 1 July, your shelf life warranty expires on
30 September. If the product is sold during this period, IBM will carry al warranty costs for one
year from the date of sde. However, if you sdl the product after the shelf life expiry, say 31
December, IBM  will only provide replacement parts and pay you for the labour content of any
repair until 30 September of the following year. Any Warranty Claim made between 1 October and
31 December of that year (the customers entitlement) will be a your expense

Copyright IBM 2001 Page 14 Authorised Service Provider Guide
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Sale of Parts

In many ingances a customer or an Authorised Warranty Provider may require to purchase parts
from IBM for the product maintenance or support for IBM customers. To place an order you may
cal the Sde of Parts Centre directly, followed by a mail or fax order. The Sale of Parts Centre do
not recognise marketing part numbers therefore you must provide an FRU part number when
ordering. Upon receipt of your order, the part will be available the next day subject to locd stock
levels. If you request same day ddlivery, an expedite charge will apply.

When the part required is not available localy due to minimum stock levels, IBM will place an order
on an overseas point of supply. The anticipated time of delivery is approximately 2-4 weeks

Orders not collected within 7 days will be returned to general stock and your order will be deemed
cancelled. Where you request IBM to dispatch your order, you agree to pay dl reasonable
transportation and handling charges incurred by IBM.

IBM Authorised Warranty Providers can purchase maintenance part at a 27% discount (PC
Parts Only).

Return of items ordered through “Sale of Parts”

All pats sales are find, subject to exising warranty provisons. Returns will be accepted in
accordance with warranty provisions or within one month of the date of purchase for those parts
which are unused and through mutud agreement, it is determined thet the:

= incorrect part/quantity was ordered as aresult of adecimal error, transposed digits, part
name/number mismatch, adjacent parts catdogue line items,
= subdtitute part does not meet customer needs

Return of parts ordered or provided in error will be accepted a the IBM parts location where the
order was placed, concurrently with sae of the correct part(s). Acceptance of returned part(s) will
be contingent upon presentation of invoices, purchase orders, etc. which substantiate the origind
transaction.

Copyright IBM 2001 Page 15 Authorised Service Provider Guide
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Accessing Support Tools from IBM

IBM’s endeavour is to make doing business with us as easy and efficient as possble. As aresullt,
we have developed many tools which have been specificaly designed to provide you with relevant
information in an efficient manner. The overdl am is to minimise customer downtime and provide
best-of-breed service and support on IBM hardware to our mutua customers. Please become
familiar with these tools as they will enable you to more effectively provide a qudity service to the
customer. Y ou may aso wish to encourage the customer to utilise the support facilities provided by
IBM on the Internet.

Global Partnerinfo (GPI )

The IBM GPI RC Product Cataogue contains on-line product information on IBM's Persona
Computer product families. IBM ThinkPads, IBM Aptivas, IBM PCs, IBM IntdliStations, IBM
Netfinity, IBM PC Servers, and IBM Options and accessories. It is a powerful and easy-to-use
goplication that combines concise marketing information, comprehendve technical specifications,
and links to product supply data and pricing information where available. Database replication to
Business Partner sarvers is initiated by the Persond Systems Group on a dally basis to ensure the
latest information is available to you when needed.

CD’s

IBM’s PC Indtitute regularly publishes update CDs (roughly once a quarter) which provide you with
service updates for newer products. These are sent automaticaly after you have subscribed to the
IBM PC Indtitute Salf Study class, YPCSS (Part of the service prerequisites). These CD packages
alow you to see new products and new service techniques.

IBM World Wide PC Customer eSupport

Thisis aquick and easy way to find a collection of links to IBM information Sites on the Interndt,
providing you with service and support information on IBM PC's. This web Ste may contain
information on products that are not available in Audtrdia and New Zedand. To view this online
support Site visit www.pc.ibm.convsupport.

Copyright IBM 2001 Page 16 Authorised Service Provider Guide



5
.
3
=
@
o

rali

>
c
@
2

Hardware Maintenance Manuals(HMM’s)

HMM'’s contain information on part numbers as well as specific product and mode maintenance
information, such as procedures for isolating problems to a FRU and removas and replacements.
These manuds are intended for those authorised in servicing IBM products and not intended for
customer use.

HMM'’ s are available online therefore if you needs ahard copy, you can print out the section
needed or the entire document.

Hardware Maintenance Manuals can be found on the Internet &t -
http:/Aww.pc.ibm.com/us/'cdt/hmm.html

For older machines only, you may also order HMM’s by calling the|BM Library direct on

02 9951 9408 or 132 426 (local cdl codt) or dternatively you can send an emal to
puborder @aul.ibm.com. When making requests for these publications you will require the HMM
part number, Business Partner customer number, ddlivery address and contact details.

Copyright IBM 2001 Page 17 Authorised Service Provider Guide
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Warranty Call Escalation Procedures

Only Authorised Warranty representatives who have been issued with a Persona Access Code are
entitled to Warranty defect support from our Dedler Technical Support Centre on a free of charge
bass. A feewill be levied for Warranty defect assistance provided to Service Provider staff who do
not hold a Personal Access Code.

Service representatives are issued with a Persond Access Code (PAC) within 10 working days
after completion of required service training.  The purpose of this PAC is to provide you with a
quick-path to higher levels of IBM technicd support. PAC's are linked to individuad Service
Providers and are not transferable. Should a service representative leave a Service Provider, their
Persona Access Code will be revoked. A new PAC must to be agpplied for should the service
representative join a different Service Provider.

Dealer Technical Support

IBM provides technica support to IBM Authorised Business Partners and Consumers through our
Deder Technical Support Centre (DTS). The DTS hours of operation are 09:00-21:00 AEST for
Consumer Aptiva support and 07:00-19:00 AEST, Monday to Friday for Deder and customer
support on other PSG products. Customers who cal the IBM DTS will be provided with telephone
support, and where required will be referred to their closest authorised service provider. Business
Partners who require support will be able to contact the DTS for assistance, and where no solution
can be reached the Business Partner may be asked to send the machine to IBM for further
evauation.

The DTS is daffed by technicd specidists who have direct access to our laboratories and
manufacturing plants throughout the world. The DTS offers post sales support and problem
determination on the following products.

sAptivalNetVisa
=Options

=Workpad
=Commercia Desktop
=Netfinity

= ThinkPad

sEServer X Series

Copyright IBM 2001 Page 18 Authorised Service Provider Guide
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Assigning Warranty Service to IBM

Authorised IBM Business Partners have the option of providing IBM Warranty Service to their
customers or assgning this responshility to IBM. You may prefer to refer warranty calsto IBM if
you choose not to provide warranty service to a particular product range.

If you choose this option, you:

=  Mug arange with the customer how you will handle calls of an ingtalation,
configuration or software nature, as these are not warranty cdls and IBM will hill the
customer for these services.
=  Mus arrange with the customer how any warranty cal isto be placed
- the cusomer may cdl you to arrange awarranty service cal with IBM.
- the customer may cal IBM HelpWare direct (Aptiva products only) or
- the customer may cal IBM Service direct

= Retain full responghility for customer satisfaction and customer assistance.

ThinkPad Warranty Service

Non Dismantle Warranty Service

As wdl as configuration and software problem resolution, authorised personnd may supply
non-dismantle Warranty Service to the IBM ThinkPad range. Non-dismantle is defined as any
repair that does not require screw remova. For example; replacement of main batteries, AC
power packs, removable diskette drives, hard drives and CD-ROMS, €tc.

Dismantle Warranty Service

If dismantle repair work is required you must have attended the PC Ingtitute ThinkPad Warranty
Repair class. Prior to atending this course you will need to obtain goprovad from IBM by
contacting the Business Partner Warranty Manager. Authorisation is required by IBM as stringent
conditions apply.

Should you wish to become authorised to perform warranty service on IBM ThinkPads, you must
be aware that any customer satisfaction issues and any cost overruns from excessve ThinkPead
repair attempts will be borne by the Business Partner. This means you are required to keep your
gaff fully traned and provide them with al the resources required to effectively and efficiently
diagnose and rectify issueswith IBM ThinkPads.

Warranty claims for repair involving screw remova will be rgected if the BP is not an authorised
ThinkPad Warranty Provider. Any other ThinkPad Warranty repair must be performed by the IBM
Repair Centres.

For course information see page 26 of this service guide.
Copyright IBM 2001 Page 19 Authorised Service Provider Guide
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Warranty Claims

Once you have completed the warranty repair, in order to receive a reimbursement from I1BM you
need to make a warranty clam. IBM provides an automated administrative tool for submitting such
dams.

ECLAIM

Electronic Warranty Claim Processing or ECLAIM is a software package that can be used by the
Business Partner to communicate with the IBM Warranty and Parts Order sysems. ECLAIM
provides a variety of functions and streamlines the process of doing Warranty Claims or Parts
Ordering. Formerly, using the BP Warranty Claims Form, the Business Partner completed the hard
copy ad faxed the form to IBM for processng. Under the manua system delays were often
experienced if any errors occurred, whereas ECLAIM tests for the validity of the dam prior to
lodgement to IBM thereby rélieving additiond time and cogt.

Making a Warranty Claim

You will notice when making a warranty clam that there are 5 types of clams that can be made.
They are:
= 01 Customer Limited Warranty - replacement parts available for standard warranty on
amachine.
= 02 Dealer Stock Warranty - We will replace hardware that was part of Deder stock and
used for warranty work.
= 10 Labour Claim - We will reimburse the Warranty Provider for services where
replacement parts where not required. A cal reference number must be obtained from  the
IBM Service Centre fird.
= 04 New Option Warranty - Replacement part will be provided by IBM.
= 08 Engineering Change Request - This is a mechanica or eectrica change to products
which affect the form, fit, function, safety and performance of the product. IBM will advise
on ingdlation ingtructions which will be provided a no charge to Warranty Provider and
rembursement will be payable.

When usng ECLAIM you will need to print out a ‘Part Return Tag Form’ from ECLAIM and
attach that and the consgnment note to the part being sent back. The consgnment note must have
your deder reference number which should dso be in ECLAIM. This is required for tracking
purposes.

When usng ECLAIM, IBM will pay for the full freight cost.
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If you require more consignment notes please contact the Warranty Claims Centre.

If you are located in Austraia send parts to:

IBM Warranty Claims Centre

Dock 9

1-55 Rothschild Avenue
ROSEBERY NSW 2018

If you are located in New Zedland send partsto:

IBM Warranty Claims Centre
19 Regent Street

PETONE

All dams must be submitted within 30 days of warranty repair work otherwise it will be rejected
after thistime. Clams will be processed within 5 working days from the time the Warranty Claims
Centre has recelved the claim, dthough most claims are turned around within 48 hours providing the
part is in sock (some parts may be subject to an extended ddlay if the part is congtrained or only
available from oversees). If you have any clams of payment inquiries please contact the Warranty

Clams Centre.
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Return shipment of defective parts

IBM will assg in warranty Stuations by shipping a replacement part prior to receiving the failed
part. The faulty part is to be dispatched to IBM  within 10 days of the replacement part shipment
date. If you have difficulty in meeting this requirement, you may apply for a 5 day extenson by
contacting the Warranty Claims Centre. If we do not recelve the failed part, together with complete
documentation, within the specified period, you will be billed for the part shipped to you at the
current Maintenance Parts Centre prices, terms and conditions with no exceptions.

As IBM is geared toward providing the standard response times outlined above, any organisations
requiring more efficient turnaround times are required to purchase and hold a stock of parts.
Repairs requiring these parts should be performed out of the Business Partner’ s inventories and then
replaced with the part when received from IBM.

Same day shipping

Providing the part isin stock, emergency warranty parts orders received by the Warranty Claims
Centre before 3:00pmin NZ and Aus EST, will be shipped from our central warehouse overnight.
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After Hours Server Emergencies

Emergency replacement parts for IBM Servers are available to Server Brand Speciadists between
1700 and 0800 Monday to Friday( EST for Audtrdia ), weekends and public holidays. This service
may be used regardless of the machine warranty status under the following conditions:

= Each order will atract a non refundable fee of $330 ( GST included )
= Each order islimited to amaximum of 2 FRU part numbers.
= Each order carries asingle customer Site and delivery address.

If the order is being placed from a customer Ste, you are required to send IBM afax containing the
following information:

* Machine Type and Model

e Part Number Required

e Cudomer name

e Business Patner name

*  Persona Access Code

e Technician name and Sgnature
s Dae

The fax should then be sent to IBM at the following fax numbers

Australia - 02 9951 9678
New Zealand - 04 576 5869

The fax machine is not normaly monitored after hours therefore the technician must cdl and advise
the operator that aform has been faxed though. Telephone numbers are:

Australia - 02 9951 9555
New Zealand - 0800 733 222

The operator will ask you for your Business Partner ID and CSR ID or you PAC number which
must be provided in order to proceed with the call. Parts orders will not be accepted by telephone.

The operator will advise you if the part availability and estimated time of arriva at the customer sSte.
Providing the part is available, it will be ddivered by priority courier and will not incur a ddivery
charge.

If the server is covered by IBM Warranty, the defective part, together with the correctly completed
documentation must be returned to the Warranty Claims Centre within 10 working days. If the faulty
part is not returned within the required time you will lose access to the Emergency Fax facilities for
30 days and will be invoiced for the part. The IBM Warranty Claims Centre will invoice you for the
after hours fee and for any parts supplied for any non warranty servers.
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Following the service action, a labour reimbursement clam must then be submitted via ECLAIM in
the usuad manner.

Labour Reimbur sements

Warranty clam rembursements to an IBM Authorised Business Partner will be made upon receipt
of avaid warranty clam that meets IBM’s Reimbursement Terms and Conditions and if a part has
been used, the defective part has been received back at IBM. Labour reimbursements can be made
by following the usud process which involves completing the Warranty Clam Form and faxing to
IBM or usng the ECLAIM software. Rembursement is made on a “per incident” basis. A cheque
will be issued to the Business Partner on a monthly basis.

What can be claimed?

Labour associated with Warranty service will be rembursed according to the Warranty
Reimbursement Schedule for:

= Labour involved in the diagnosing and replacing of IBM identified Field Replacegble Units
(FRU'S).

= Labour involved in miscellaneous repairs, for example: smple adjustment, screw tightening,
miscellaneous parts replacement, etc. This needs to be approved by Deder Technica
Support.

= Labour involved in the restoration of pre-load software where the software is corrupt due to
a machine mafunction (customer name, contact and telephone is mandatory for these
cdams).

= Labour involved in the updating of flash BIOS when directed by our Technica Support
(your Cal Reference number, together with customer name, contact and telephone is
mandatory for these daims). Thisis not normaly covered unless IBM are aware of this type
of problem on amachine.

What cannot be clamed?

No Warranty reimbursement will be made for service (parts or labour) involved in the following
circumstances.

= Repar of aFRU.

» Replacement of a part other than those listed as FRU's.

= Repair or part replacement caused by other than norma use.

= Repair or part replacement caused by use of non-IBM  equipment or parts.

= Repair or part replacement caused by an unauthorised  dteration or attempt to repair.

Copyright IBM 2001 Page 24 Authorised Service Provider Guide



D
[
3
=
@
o

rali

>
c
@
2

Reimbursement rates by Product

Machine Family Types Per Incident Rate $ ex GST
Aptiva 96

Commercid Desktop 120

Server 160

Mobile ( non dismantle) 64

Mobile ( dismantle) 150

Monitors 40

Externd Devices 40

CRUs ( keyboards, mice, etc.) | 40

Note: All pricing is subject to change without notice.

Warranty Reviews

IBM Authorised Business Partners are responsible for warranty clams found to be invaid during an
audit. This includes excessive parts usage not authorised by IBM, duplicate claims and service by
untrained technicians. Any errors in clams may be retroactively adjusted and the Business Partner
invoiced for the recovery parts, labour and adminigtrative cogts incurred. Any failure to comply with
these terms and conditions may result in de-authorisation, depending on the severity of the

noncompliance.
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Required and Supplemental Education

Having qudified to become a certified Warranty Provider, you should have completed some or dl of
the training outlined in the warranty training road map. These courses lead you through the
prerequidite training, and then product specific training to enable you to become authorised to
perform warranty service on that particular product.

The course code RCI01 deds with warranty repair concerning the consumer product range, such
as the Aptiva product line. The class RDIO1 concentrates on the commercial desktop product
range, which is the business client desktop range. RNIO9 is targeted at those people who are
seeking to become accredited to perform warranty work on IBM server products, and completing
the V5139 class enables you to perform warranty work on the IBM ThinkPad product range.

Other classes which are available are more concerned with setup, performance and usability items
with regard to IBM PC products.

Server training:

IBM’s PC Indtitute offers a variety of training programs relating to the server products. Classes
such as IBM server performance tuning under Windows NT/2000 and Linux are the base courses,
which when combined to your own NOS certification can lead to an IBM PSE designation, meaning
you are fully quaified to market yoursdf as an expert in inddling and tuning IBM PC server
products. This program is called TechConnect, and people who have qudified for this levd of
accreditation will recelve regular update packages as well as more direct access to higher levels of
technical support.

TechConnect is a highly regarded qudification within IBM and anybody seeking this level of
recognition is encouraged to contact us a& www.pcibm.com/training/ap, or emal us a
pci@aul.ibm.com. Speciaist educetion is adso avallable, such as Clustering IBM servers, Storage
and SANSs, aong with the free sales classes. All IBM and business partner staff are encouraged to
attend our free sdes classes to enable people to keep up-to-date with these fast-evolving
technologies.

ThinkPad training:

Those wishing to advance their knowledge of the range of IBM ThinkPad products aso have an
extengve suite of classes at thar disposd. As mobile computers often drive innovation within the
computer industry, and they are increasingly becoming the predominant network client, these
meachines are often very complex with an extremely wide variety of festures.
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IBM’s PC Inditute offers three supplementa classes for those people working extensvely with
mobile computers. The firgt is ThinkPad Technologies (MTI01), which introduces people to the
newest mobile technologies, and is idedly suited to the sales people who wish to gain an in-depth
understanding of the mobile computer range to enable them to sal more consultatively.

Technica users will dso gain advantages from this training as it can often introduce brand new
concepts. People are encouraged to bring staff, customers or potential customers along to this free
class. The second class avallable is the ThinkPad Technicd Training class, which dlows technica
gaff to learn how to effectively set up and configure the ThinkPad range, and extract the maximum
possible benefit out of the machines.

The ThinkPad repair class (V5139) teaches students how to effectively diagnose problems with, and
disassemble IBM ThinkPad products. Particular attention is paid to issues vita to performing work
on such smdl and delicate equipment, such as ESD and screw management.  Anyone wishing to
attend this class must obtain prior approva from the Warranty Services Manager as very stringent
conditions must be met before providing this type of service. It is dso srongly suggested that
attendees complete the MTI01 class, and V5138 is a prerequisite for thistraining.

Other training:

The above classes are only a small subsat of the offerings from PC Indtitute. There are numerous
training programs available in a variety of ddivery methods - Web, video or CD. This extengve list
of Technology Based Training (TBT) deds with wide ranging concepts from PC Badcs right
through to technicd training and other prerequisite classes. Asthelist of coursesis extensve and is
congtantly changing, anybody interested in finding out more about these courses should vist the IBM
PC Ingtitute Web Site (www.pc.ibm.com/training/ap).

Most course codes are not mentioned in this document as they may be changed at any time or

classes may not be available at all times. Anybody interested in pursuing supplemental
education is encouraged to contact IBM PC Institute directly at pci @aul.ibm.com.
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Appendix

Safety Procedures

Electrical Safety

= Do not wear jewdery, chains, metal framed glasses or other metd items of a persond
neture.

=  Useonly insulated probes and hand tools. Worn or cracked insulation is unsafe.

= Do not touch objects that are grounded (floor strips, machine frames, metal desks or other
conductors). Y ou could complete a circuit by doing so.

Cathode Ray Tubes (CRT’S)

Cathode Ray Tubes, or CRT's, consst of highly evacuated glass envelopes which must be handled
with extreme caution. Unsafe and cardless handling of CRT's can cause the tubes to violently
collgpse inward (implode). Some tubes merdly fill with ar when broken and remain intact but others
of the same design and congtruction implode violently when broken in the same manner.

=  To minimise the hazard from flying debris, face shidds or goggles, gorons, gloves and long
deeved garments should be worn.

= Avoid scratching or bumping any part of the tube as this may wesken the glass and possibly
cause it to implode.

= Prior to theremovd of any high vacuum tube, discharge dl gored potentid which may
exist on the tube's anode button or base socket pins and the capacitor in the high voltage

power supply.

Batteries

Care is required when handling dl batteries as they can produce sufficient current over a very short
period to severely burn you, or start a fire, if the terminds are shorted together. They can dso
present arisk of explosonif  incorrectly terminated, disposed of, heated or disassembled. Care
should aso be taken when disposing of certain types of batteries. Different chemistry composition
makes the disposal of some batteries an environmenta hazard. Please check with IBM prior to
digposing of system batteries.
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LCD Pands

Liquid Crystd Display panels usudly contain a fluorescent tube which contains mercury and must
therefore be correctly disposed of to avoid damaging our environment. Mercury is a highly
poisonous metal and care should be taken with it’ s disposal.

LCD pands are made of glassand if broken, theinternd fluid may lesk. Thefluid is corrosve. If you
get fluid on your hands or in your eyes, immediatdy wash the affected areas for at least 15 minutes,
then seek medicd assgtance if any symptoms remain.

Uninterruptable Power Supplies

An Uninterruptable Power Supply (UPS) is designed to provide power to equipment (especialy
sarvers) when the mains supply fails. Ensure that any UPS is detached from the equipment you are
about to work on, as well as the mains power. An additiona safety hazard is the UPS betteries
which contain a corrosve dectrolyte. Never work on a UPS - there are no user servicesble parts
indde and if one fails the entire item should be replaced. UPSs contain large amounts of acid and
disassembly could be hazardous.

Proper Handling Techniques
These guiddines should be followed when servicing any equipment.

= Check the grounding strgp connections daily. Make certain they are snugly fitted before
garting work with the components and printed circuit boards.

=  Keep paper, nonconductive plastic, plastic foams or cardboard off the conductive bench
top. Placing a component or printed circuit card on top of any of these materids effectively
insulates the component from ground and defests the purpose of the conducting surface.

= When handling ESD sendtive parts, minimise body movements to prevent the buildup of
datic eectricity from clothing fibers, carpeting and furniture.

= Jud before touching the sendtive part, discharge yoursdf to the frame of the machine by
deliberate physical contact with the meta frame or cover. If possible, kegp one hand on the
frame when insarting or removing alogic card.
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