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Document Overview

meldCX commits to having its products free from material defects during the warranty period. In any
case, a product is defective in terms of material or design during the warranty period from the date of

original purchase, meldCX will, repair or replace the product with the same or similar product.

This document will lay out information required for both teams and outline the relevant support and

RMA processes.

This document will contain information on:
e Support Workflow between Customer & meldCX
e Dead on arrival (DOA)

Shipping Cost
meldCX Standard RMA process

Please see our detailed Terms of Sale here [LINK]


https://www.meldcx.com/policies/reseller-commercial

Responsibility Mapping

END CUSTOMER

Any issue with the hardware
unit is flagged with reseller or
customer direct point of
contact

The reseller tech team
determines if the issue is an
application issue or if itis an
issue that needs meldCX
support

MELDCX RMA
TEAM

MELDCX SUPPORT

Issue is flagged with meldCX if Any hardware issue will be
itis a hardware or PaaS issue sent through to the

via the meldCX zendesk link meldCX RMA team for
LINK HERE further processing

Aticket is automatically
generated for the issue and
assigned to a customer care
agent.

Agent runs diagnosis,
determines if it is anew or
known issue, and performs
remote troubleshooting.
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https://meldcx.zendesk.com/hc/en-us

High Level Responsibility Workflow

. Onsite hardware unit has an
issue
. End customer franchisee to

raise this with their IT team

Application Issue S

HW / PaaS Issue

—_—

END CUSTOMER
TEAM

RESELLER

Triages if theissueis a
known/unknown issue and
can be fixed by a meldCX
service technician

HARDWARE TEAM

MELDCX

Reseller will log the ticket on the meldCX
Zendesk. Agents will review the ticket and
run a diagnosis. If the issue is a HW issue,
the ticket will be flagged with the hardware
team
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ngh Level Workflow [End Customer to meldCX]

24/7 support monitors all
solutions and ensures they
are working at 99.9%.

ZENDESK
ACTIVATION

Customer calls, sends an
email, or chats to Zendesk
to report anissue.

. Standard support tasks
Solution is running

. Escalation points

ISSUE TICKET
CREATION

Aticket is automatically
generated for the issue and
assigned to a customer care
agent.

DIAGNOSIS AND
REMEDY

Agent runs diagnosis,
determinesif itis a new or
known issue, and performs
remote troubleshooting.

OR

RECURRING ISSUE

CONFIRMWITH

CUSTOMER
If remote troubleshooting is Agent determines if the Agent coordinates with
ineffective, the issue is solution requires repair or customer and determines if
escalated. partial/complete theissue is solved or still
replacement. recurring.
B

Issue is resolved and Issue ticket is closed.

solution is back up and

running.
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DOA (Dead on arrival)

® Any meldCX hardware defect on arrival should immediately be reported to the meldCX team
via email. Please get in touch with meld sales and operation team at help@meldcx.com

® Team will decide based on the scenario whether to provide new hardware or to be returned
for credit based on the original invoice price

® In DOA scenarios, all accessories must be shipped in their original packaging along with the
actual product. Any missing accessories or package material will incur an additional fee
® For scenarios where hardware is shipped via a reseller , please contact your respective point

of contact for further action


mailto:salesops@meldcx.com

Shipping Cost

e All transport costs associated with the shipping faulty equipment will be borne by the
Customer. It is the sole responsibility of the customer to ensure the product is delivered
safely to meldCX. meldCX will not be responsible for any loss or damage in transit

e meldCX will cover cost associated with shipping repaired or new product from meldCX to
the reseller. meldCX will be responsible for all risks of loss or damage during transit

e In no scenario will meldCX be responsible for paying any import/ customs duties, costs

associated with international customs clearance



meldCX Standard RMA Procedure

RAISING RMA

REQUEST & ISSUING
RMA REQUEST NO.

All RMA requests must be
raised our zendesk
platform and email
support team at
help@meldcx.com

Once arequest is raised;
team will assign a zendesk
ticket number with
priority level. Zendesk
ticket number which must
be used in case the
request needs to be
escalated via email

Support team has a
standard response time of
2-5business days to
respond to any ticket

ADDRESSING THE
RMA REQUEST

meldCX team process the
request and investigate
the issue

Once the team confirms
the product falls in the
warranty period and issue
is purely hardware, it will
determine the course of
action

If remote troubleshooting
is ineffective, the issue is
escalated.

SHIPPING THE
DEFECTIVE PRODUCT

The faulty hardware must
be sent to meldCX
technical team for
analysis. Location details
will be provided; based on
the scenario

RMA Request no/
zendesk ticket no must be
stated on the package for
easy identification

Itis customer
responsibility to ensure
the product is properly
packed to avoid any
physical damage while
shipping

e Once meldCXteam

receives the hardware,
and inspects content for
product integrity, and
processes according to
RMA service category

meldCX reserves the right
toreject approved RMA
where there is mismatch
between product shipped
vs request received

CLOSING

meldCX team will arrange
the shipment of repaired
or replaced units as soon
as possible

The standard time for any
shipment is 10 - 20 days
from the receiving date
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Warranty Exclusions

e The hardware warranty is only valid for the original buyer and not transferable

e Any damage caused by improper usage, handling, transportation during the return of

products to meldCX or authorized service providers

e Damage due to any repair not performed by meldCX authorized agents/technicians



Just imagine what we can create together
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