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Support policy for Lenovo products

Eligible Business Partners:
All the Business partners who have purchased Lenovo products through Ingram Micro.

Eligible Products:

This policy covers all the models of Lenovo PCDs and Think pads.
The Support Policy covers the following specific areas.

A - Concealed physical damage at the End Customer location
Definition:

Any physical damage of the machine(s) discovered upon opening the machine at the end customer Location, with no physical damage to the carton and Lenovo Security seal intact, is considered as “Concealed physical damage” machine situation. 

Time Period for logging the claim: 

60 days from Lenovo invoice date.

Procedure:

1. The customer should register the complaint with nearby Ingram Service  

     Branch with the following documents:

· Physical damage claim form with complete details (refer annexure 1 of Claim forms. XLS)

· Photograph of the carton box and 

· Photograph of damaged machine.

2. Branch Service validates the claim and forwards it to the Central coordinator at  

     Kalamboli.

3. The claim is forwarded to Lenovo CSR (Customer Support Representative)  

     along with the Lenovo invoice number and Ingram PO# reference.

4. Lenovo CSR will validate the claim against the acceptance criteria and will   

    approve replacement by providing the Return sales order number (RSO).

5. Upon receipt of the RSO#, the central coordinator will inform the Branch 

     Service and raise an IBST request to the concerned Product Manager for  

     giving an equivalent machine as replacement to the customer.

6. In case stocks are not available for the said machine, the buying officer shall 

    place a new order on Lenovo quoting the earlier PO reference or Lenovo SO 

    number for reference.

7. In case the customer does not want replacement, credit shall be issued to the 

    customer. The Product Manager has to approve the same.

8. Branch Service should accept the damaged unit in the original box carton and 

    inward it in ‘x’ sku at average cost and zero price. 

9. Branch Service should ship the damaged machine to Lenovo Bangalore 

    warehouse, quoting the RSO reference number and should inform the 

    shipping details to the central coordinator.

    (The complete shipping address is mentioned at the end of this document)

10.Upon receipt of the damaged machine, the Lenovo CSR works internally with  

     Logistics and Billing team and issues the credit note. The soft copy is emailed 

     to the IM Central coordinator.

B - Dead on Arrival/Technical Failure at the End Customer location

Definition:

Any machine when switched on during installation is not booting up or Active at the End customer location, with no physical damage to the machine or carton with Lenovo security seal intact is considered as “Dead on Arrival  / technical failure ” situation.

Procedure:

1. The customer should register the complaint with IBM GLOBAL SERVICE (I) 

     ITS help desk or its Authorized Service Provider (ASP) thru Toll Free number 

     1600 4256666.

2. IBM Service or ASP engineer will inspect the machine at the customer 

     Location, check the machine and attempt to correct the machine at the End 

     customer Location. Based on customer Acceptance IGSI or ASP Engineer will 

     rectify the machine and make it acceptable to the Customer.

3. If the customer is not ready to accept the repaired / serviced machine, then 

     IBM Service or ASP Engineer will issue a dead arrival (DOA) or technical  

     failure report with the machine details and nature of the compliant.

4. The customer will forward the complaint to nearby Ingram Service Branch

     with the following documents:

· ASP / technical failure report.

· DOA claim form with complete details (refer annexure 2 of Claim forms. XLS)

5. Branch Service validates the claim and forwards it to the Central coordinator at  

     Kalamboli, who then forwards it to Lenovo CSR with the Lenovo invoice 

     number and Ingram PO# reference.

6. Lenovo CSR will validate the claim against the acceptance criteria and will   

    approve replacement by providing the reversal sale order number (RSO).

5. Further transactions are done in a similar manner as stated in the ‘Concealed 

    physical damage’ claim procedure.

SUMMARY:

· Customers / Ingram Service branches to note the time frame for claiming the damage / DOA cases in order to avoid rejection of the claims.

· IBM Service / ITS engineer or ASP engineer report is mandatory for all DOA claims.

· Branch Service to ensure that the damaged / DOA machines being returned to Lenovo should be sent as follows. 

      -      Original packing should be used for sending back the machine.

      -      Ship groups and other accessories like power cords, CD, etc should be  

              intact.

Physical damage / DOA material to be returned to:

Lenovo India Private Limited,

Attention: - Mr. Nanda

C/O AFL Logistics, Survey No 58 & 59,

Maheshwari Nagar Main Road,

Mahadevpura Post,

Off: Whitefield Road, 

Bangalore – 560048

Tel: 91-080-28517188

> KST # 90700417 

> CST # 90750410

TIN No: 29980271267 dtd 1st April’2005
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