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The Ingenico family of products is maintained by Ingenico Services, an organization that
provides a superior suite of services for all your support needs. When you choose Ingenico
Services, you are adding incredible value to the deployment, installation and ongoing
operation of your payment solution. Our services get you running quickly while
minimizing point of payment downtime. Choose Ingenico Services and let us...

Prolong the life of your inventory

Provide fast turnaround on repairs and swaps
Minimize down time cost

Provide preventative maintenance care

Optimize uptime efficiency and performance
Eliminate repeat service incidents

Protect your investment with quality workmanship
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Warranty Service

At the forefront of Ingenico Services is our warranty program. From the day an Ingenico product is
delivered, it is covered by one of the most versatile and complete warranty programs in the industry. All
hardware we ship is quaranteed to be free from defects in material, workmanship and design for a period
of one (1) year from the date of delivery. Any item that fails to meet this warranty requirement will be
repaired. In addition, you can elect to further protect your investment by taking advantage of our
extended warranty services.

Extended Warranty Services

For those looking to extend their warranty services, Ingenico offers comprehensive warranty pro-
grams in order to meet your timeframe, budget and desired set of features. These services include:
e ValueCARE

& StandardCARE

e TotalCARE

Training For Your Help Desk and Training Staff

Available to extended warranty customers independent of service level elected, is access to
Ingenico Services’ structured, informative and customized help desk and installation training
programs. Our “train the trainer” courses provide instruction on proper equipment operation,
installation and troubleshooting techniques that maximize productivity and minimize terminal
service expense.




ValueCARE

Ingenico Services provides tiered levels of extended warranty services that can be
tailored to fit your needs today and are flexible to meet changes in future requirements.
Of the three levels of service from which a customer can select, the most cost-efficient
is ValueCARE. With ValueCARE, in addition to our normal warranty coverage, you will get
a monthly report showing all service activity and complete equipment diagnosis, repair
and cleaning. You can expect a 21 working day turnaround on repairs, and Ingenico will
pay the outbound freight. With our “Pen for Pen” replacement coverage, your stylus pen
will be replaced free of charge upon failure. To top it off, key injections are also included
in this plan.

StandardCARE

The second tier of extended warranty service is StandardCARE. StandardCARE is actually
an extension of ValueCARE, with a few exceptions. In addition to the ValueCARE features
mentioned previously, your repairs will receive the latest hardware, software and
firmware fixes, and experience a 15 working day turnaround instead of 21. You will also
have access to a help desk and installation training that will show you how to properly
operate, install and troubleshoot your equipment in order to maximize productivity and
minimize terminal service expense.

TotalCARE

TotalCARE is Ingenico’s most complete extended warranty package that provides the best
protection for your investment. With TotalCARE, you will get all the bells and whistles
included with the other extended warranty packages, with a handful of perks. First, we
will help you manage a spare pool of equipment that will allow us to provide overnight
turnaround on failed units, and Ingenico pays the inbound and outbound freight. In
addition to the monthly report, you will receive a more comprehensive quarterly report
on outstanding shipments, RMA’s and inventory. Not only will you receive customized
help desk and staff training, you will have access to our level 2 support help desk for issue
troubleshooting. This gives you total investment protection.



Ingenico Services

Deployment Services

The deployment phase is a critical part of a successful installation and ongoing operations.
Deployment services provided by Ingenico Services can range from bulk shipment to “end
user kitting” in which we load the application, load the parameters, test the unit, inject
encryption keys, pack cables, pack a user quide, pack an installation guide, box the unit and
ship the terminal per contracted specifications. For customers that need assistance during
terminal relocation, our TotalCARE service level provides inventory pooling services as well
as the deployment services outlined above.
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RMA Service Tracking - Before shipping the unit to Ingenico Services, an RMA (Return
Material Authorization) number is issued that tracks the progress of the unit during repair or
refurbishment and shipment back to the customer. This number may be assigned multiple
ways including automation, e-mail, phone and fax.
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Terminal Encryption Services - Ingenico Services provides DUKPT and 3DES key injection
for Ingenico terminals and selected third party terminals. Your account manager or service
representative can provide details on third party terminals for which we provide injection
services.
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Hardware Order Fulfillment - Customers and resellers who have ongoing fulfillment
obligations that need to be handled in a timely manner can use Ingenico Services” Order
Fulfillment Service. This service will stock the class and model of device you request as well
as relevant operations accessories. Upon fax or email from your company, Ingenico Services
will respond within 24 hours.
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Deployment Assistance Service - Unplanned equipment deployments or requlatory
upgrades can be an issue for many customers. For those cases, Ingenico Services'
Deployment Assistance Service is a perfect solution. We can help you with your rollout
by shipping and installing units into the field.

On-Site Exchange Program - The Onsite Exchange Program offers customers quick
response to issues at the store level. An onsite technician performs diagnostics on the device,
replacing the unit if necessary. The damaged or defective device is sent to Ingenico Services
for repair and then the unit is placed in the customer’s depot pool.
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The Onsite Exchange Program provides significant benefits to retailers. Those are:
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e Same day or next day response to store level issues .
& Depot pool size is minimized 1
e Help desk is better able to diagnose issues with trained onsite service personnel present 0
e Accurate reporting of product performance 0
e Automated RMS generation by subscription 0
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