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Howard Technical Partnership Program

Agreement

Howard Technology Solutions, a division of Howard Industries, Inc., located at 36 Howard Drive, Ellisville, MS 39437 (“HTS”) and _____________________________, a _____________________________located at ________________________________ (“End User”)

WHEREAS, End User agrees to provide computer repair services for computer systems purchased from HTS for use by End User. This agreement does not exclude End User from requesting HTS assistance in diagnosing, troubleshooting, and repair of computer systems owned by End User.

NOW, THEREFORE, the parties agree as follows:

TERMINATION
Termination

This Agreement is effective for 1 year from the date specified below.  Either party may terminate this Agreement at any time, with or without cause, by giving the other party thirty- (30) days’ prior notice of such termination. 

INSPECTIONS

Inspections

At a mutually agreed upon time, End User will permit HTS, its agents and representatives to inspect End Users service locations during business hours, to observe and check the activities of End User’s repair personnel in connection with the servicing of the Products.  HTS may test the knowledge and expertise of End User’s repair personnel regarding the servicing of the products, if and to the extent deemed necessary by HTS.

OBLIGATIONS AND DUTIES OF END USER

Use of Genuine Parts

End User will use only Field Replaceable Units (FRU) or parts supplied by HTS and genuine HTS spare parts in connection with its repairs on products.  

Ordering Parts

Replacement parts may be ordered either by calling the toll-free technical support line at 888-323-3151, email at tech@howardcomputers.com or by using the online issue tracking system called Footprints at www.howardcomputers.com/footprints.  Include as much detail as possible about the problem and what problem the faulty part is exhibiting.  It is very important that your technical staff provides the exact error message and accurate diagnostic steps in determining the actual problem of the faulty part.  Without this information, the request may not be completed in a timely manner.

NOTE: When ordering monitors, you must include the serial number of the computer and the monitor.
Return of Defective Parts

Parts replaced by End User are the property of HTS.  Replacement parts for warranty repairs (and specified as returnable) are required to be returned within 15 days of shipment using the pre-printed return label, properly packed and labeled with the RMA number provided by HTS.  Multiple parts in the same box must be labeled with the RMA number on each part.  Any part received not properly labeled with the correct RMA number will be discarded, and no return credit will be issued.  All eligible labor reimbursement claims will incur a restocking fee of 15% if a replacement part that is required to be returned, has not been received within the 15 calendar days return policy.  All warranty part(s) orders will be billed monthly after the 15th of the following month after ship date, if the defective or failed part has not been returned back to Howard Technology Solutions.  The order will be billed at full price.  Parts returned after the 15th of the following month will not be credited.  Parts received beyond this point will not be credited and will be billed. No Exceptions…
Requirements

· HTS requires that End User maintains suitable repair area environments.

· Proper Tools, Equipment, and Software

· ESD Compliant and Protected Work and Storage Areas

· For End Users with stock (consignment inventory), all HTS parts must be stored in their original packaging, anti-static bags, or ESD shielded and protected packaging.

· Access to Footprints issue tracking system

REIMBURSEMENTS/ CLAIMS/ FEES
Claims for Payment

A reimbursement claim must be submitted to HTS within five (5) business days for all warranty service incidents online at www.howardcomputers.com/support/htppclaimrequest.cfm and will at a minimum include the following:

· RMA # (Ticket #)

· Service rendered description

· Serial number of the unit requiring service  

All eligible reimbursement claims will not be paid, if a service part that is required to be returned has not been received after the 15 calendar days after shipment of the replacement part, unless otherwise stated by HTS that the part should not be returned.  At least 30 calendar days must elapse before another claim will be honored for the same unit using the same problem code.  After three RMA’s are requested, under the same serial number and the unit is still not in working order, unit must be returned to HTS Depot for repair. 

Non-reimbursable

· Warranty request not covered under the onsite warranty period

· Software issues (Reloading image, Reloading Operating System, etc.)

· Replacing Faulty External Components (Monitors, Keyboards, Mice, Speakers, modular drives, etc.)

· Cosmetic Damage, User Abuse, Negligence, or Shipping Damage resulting from improperly packaged parts

· Incorrect diagnosis or action

Fees

HTS will pay End User for Qualified Incident at a rate of $35.00 per incident for replacing failed components or parts in Howard Technology Solutions branded systems.  A Qualified Incident is defined as the replacement of failed components or parts to restore the warranted system to working condition, regardless of the number of parts used.  HTS will issue reimbursement check(s) on a monthly or quarterly basis depending on the number of RMAs generated by the HTPP participant.
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