
ASCEND COMMUNICATIONS PREMEA S.A.R.L.

CUSTOMER SERVICE CENTER E.M.E.A.

___________________________________________________


[image: image1.png]



RMA (Return Material Authorization) PROCEDURE

The EMEA (Europe Middle East and Africa) Repair and Depot Center in Europe is operational since July 1997. Our overall goals with this center are:

· Provide an easier and more efficient process to communicate with Ascend for Returned Materials 

· Improve shipping and receiving in two ways:

-  Easier:  customs are either not be involved, or are handled in Europe with a company that has experience in dealing with customs processes

-  Faster:  the majority of products are handled out of France.

We are partnering with Solectron for the repair and depot activity. They are located in Canejan, France (near Bordeaux). Ascend has been working with Solectron in the US for the manufacturing of some products for many years, and we trust their high quality of service. 

Although some products at times will be supplied by Ascend in Alameda, US, all shipping and receiving for EMEA are done through Solectron, France by TAT for France and TNT for the rest of EMEA.  All correspondence (requests, and RMA number issueing) is dealt with by the RMA department in the Ascend Customer Service Center EMEA.

New shipping address:

SOLECTRONFRANCE C/O Ascend 

Batiment B2

RMA # _______

BP 6

33611 Cestas Cedex, France

For Airfreight, Airport of destination is Bordeaux / BOD 


New EMEA RMA numbers:

Tel:
+33 (0)4 9296 5608

Tel:
+33 (0)4 9296 5613

Fax:
+33 (0)4 9296 5688

e-mail:
emearma@ascend.com

The procedures are as follows:

1. If your Ascend product is not performing to adequate standards, contact the EMEA Customer Service Center on one of the following numbers:

FAX
(+33) 4 92 96 56 00
Dutch
(+33) 4 92 96 56 74

English
(+33) 4 92 96 56 71
Spanish 
(+33) 4 92 96 56 75

German
(+33) 4 92 96 56 72
Italian
(+33) 4 92 96 56 76

French
(+33) 4 92 96 56 73
Swedish
(+33) 4 92 96 56 77

E-mail
emeasupport@ascend.com



Ascend Advantage Contract Customers and Ascend Service Partners should use their assigned priority line numbers.

2. If the problem requires the product to be repaired or changed by Ascend, a Technical Support Engineer will request on your behalf an RMA or Return Material Authorization. The Engineer will ask specific questions to ensure the RMA department has all the information necessary to ship out the replacement product with the correct options. The attached RMA Request form (FAX or e-mail) will assist you in determining the required information ahead of time.

3. The RMA department will determine the warranty status and fax or e-mail an RMA number to you, with instructions on how to proceed, depending upon warranty status. If the RMA  request comes directly into the RMA department, the RMA department may pass your request to the CSC department for verification. This step will assure that the product must be returned, and your request cannot be solved in any other way.

RMA Handling According to Warranty or Support Status:

Products purchased less than 90 days ago or under 

ship ahead hardware support contract:




(RMA code W)

· Product is in ship-ahead warranty,
· Ascend RMA Department will fax or e-mail a Unit Return Approval Form which must be completed and returned to EMEA RMA Department on the same day. Customers can place a form on file with Ascend to cover ship ahead products for a period of time.

· If fax or e-mail is received by EMEA RMA department by 3pm, the replacement unit will be shipped on the same business day. (Note that the EMEA CSC department may need to investigate the request, therefore this will delay the original request past 3pm)

· A return shipping label will be included with the replacement product. Ascend will pay all transportation charges only if Ascend’s shipper is used to return the defective unit – please include a copy of the Unit Return Approval Form with your shipment

· If the defective product is not returned within 20 business days, you will be invoiced for the price of the unit.

NB: For products under a per-incident ship ahead contract, a Purchase Order with all the needed invoicing details must be received by the RMA department before any material is shipped out of Bordeaux.

Products purchased between 90 days and 1 year ago

or under repair hardware support contract:




(RMA code R)

· Product is in repair warranty, Ascend will pay repair costs

· You will receive an e-mail or fax, instructing you to send the defective unit to Ascend/Solectron France (see above address) stating clearly the RMA number assigned to the problem on the product box – please include a copy of the Unit Return Approval Form with your shipment

· Unit will be repaired and shipped back to customer on the 10th working day from receipt of the defective product

· Note that you may not receive the same unit back ( for example, if the unit cannot be repaired in the timeframe above, Ascend will ship a different unit)

· If the defective product is not returned within 20 business days, your authorization will be closed.

Products purchased over 1 year ago:





(RMA code N)

· Out of warranty, repair costs are invoiced to you

· You will receive by fax or e-mail showing the repair price and instructions for return of the unit

· Send a Purchase Order number to EMEA RMA Department to validate your acceptance of the repair price
· Send the defective unit back to Ascend/Solectron France – please include a copy of the Unit Return Approval Form with your shipment

· Unit will be repaired and shipped back to you on the 10th working day from receipt of the defective product

· If the defective product is not returned within 20 business days, your authorization will be closed.

Shipping Costs Related to RMAs:

· Ship ahead warranty units: Ascend will pay both way shipping costs and customs if Ascend’s carrier is used to return the defective unit

· Warranty units (not ship ahead): Ascend will pay outgoing shipping costs only

· Out of warranty units: You are responsible for paying all costs related to shipping, customs and duties.
If you have any questions, please feel free to contact us.

Les Templiers - 950 Route des Colles - BP 57

06901 Sophia Antipolis Cedex (France)

Tel +33 (0)4 9296 5656  -  Fax +33 (0)4 9296 5607
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