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Declaration of Confidentiality and Data Protection (Organic Law on Data Protection)

This document is the property of TELDAT, is strictly confidential and may not be subject to total or
partial reproduction, computer processing or transmission in any form or by any means whether
electronic, mechanical, photocopy or any other. Nor may it be the subject of loan, rent or any form
of grant of use without the prior and written permission of TELDAT, owner of the Copyright.

Any data exchanged, leased or obtained by the parties as a result of this project will be used solely
and exclusively for the purposes of this project and cannot be given, delivered or leased to third
parties (except for processing or access by those third parties related to the reception or provision of
the Service, or cases where the party is legally bound, in which case this clause serves as express
consent to this effect), even for the purpose of conservation.

Both parties must take the legally required security measures to protect against all possible risks to
data security and integrity, whatever they may be.

Failure to comply with the limitations identified by anyone who has access to the documentation will
be prosecuted according to the law.

Please note that this document is a translation of the Spanish version. In the event of any
inconsistency between the two versions, the Spanish version will prevail.
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1. Introduction

This document describes Teldat’s Warranty and Repair Service.

Teldat is dedicated to providing value-added products and services in a wide range of
communication scenarios. The company’s portfolio contains all the necessary elements to meet the
requirements of a project such as the one covered by the present proposal.

Teldat and Teldat Mexico are the only authorized premises with certified and approved equipment
for the repair of Teldat products. Teldat operates in Europe, Asia, Africa and Australia, and Teldat
Mexico in the American continents. They are the only ones with extensive knowledge of the entire
Teldat product range, offering a six month warranty on all repairs. At the same time, they are the
only places where you can have a product repaired and still keep the warranty.



2. Product under Warran

2.1. General Conditions

Subject to the terms and conditions given in this document, new Teldat products have a limited
warranty, the duration of which depends on the product’s commercial terms of sale and where the
product was sold, and always begins on the date of delivery.

Teldat repaired products, likewise, have a limited six (6) month warranty that begins on the date
of delivery of the parts and labor. This guarantees the Customer that Teldat products will be free
from defects under conditions of normal use during the period established in the product’s general
conditions of sale or for six (6) months after the shipping date, depending on whether they are new
or repaired.

Teldat products with some type of maintenance or extended warranty contract will be considered
under warranty or out-of-warranty according to the terms and conditions of those contracts.

Removal or damage of/to the product identification stamps will void this warranty.

Products not covered by this warranty:

e Manipulated Products (Section 2.2)

e Secondary Market Products (Section 2.3)
e Non-Genuine Products (Section 2.4)

e Stolen Products (Section 2.5)

Defects not covered by warranty

e Defects or damages caused by routine maintenance.

e Defects due to normal wear and tear.

e Cables and plastic covers/jackets.

e Defects caused by improper use.

e Defects caused by damage from accident, neglect, misuse, abuse or improper installation.

e Defects caused by unauthorized attempts to repair the product, repairs carried out outside
of official workshops and any alterations or modifications not carried out in Teldat.

e Defects or damages caused by low voltage, power interruption or voltage transients.
e Defects or damages caused by abnormal temperatures and/or humidity control.

e Defects or damages resulting from vandalism, improper handling or transportation, acts of
God (such as earthquakes, natural disasters, flooding, etc.).

e Defects caused by any other act or cause beyond the reasonable control of Teldat.



2.2

Manipulated Products

When you purchase a Teldat product you are guaranteed original products and software that have
not been destroyed or stolen and that are built to Teldat's quality standards to ensure the best
possible performance within the environment for which they (the products) have been designed.
This policy is subject to change without prior notice.

2.2.1.0bjective:

This policy sets forth the invalidity of any warranty for any Manipulated Product.

2.2.2.Scope:

This policy applies globally.

2.2.3.Definitions:

"Manipulated Product(s)" means Teldat products deemed to be “manipulated”, including
accidents or natural causes (such as earthquakes, hurricanes, fire, flooding or other kinds of
exposure to adverse environmental conditions) or due to any intentional, negligent or illegal
act or omission (including acts of terrorism and/or exposure to harmful substances,
conditions or materials).

"Manipulated Product(s)” can also mean those products which have been identified as
“manipulated” by a customer or distributor.

"Manipulated Product(s)” also refer to those products that arrive at Teldat for repair and
are identified as having been manipulated or subjected to refurbishment or repair efforts.

2.2.4.Policy:
1. Teldat does not provide any kind of warranty support whatsoever for Manipulated Products.
2. Manipulated products are ineligible for any Teldat service offering.
3. Manipulated products are ineligible for any kind of Teldat service support. Hence, sections
1 and 2 above shall also apply to Manipulated Products that have undergone refurbishment
or repair efforts.
4. Teldat does not repair Manipulated Products.

2.2.5.Policy Implications:

1.
2.
3.

Warranties for Manipulated Products are rendered null and void.
Teldat assumes no obligation or liability whatsoever for Manipulated Products.

If the customer receives a replacement product from Teldat and then returns a Manipulated
Product to Teldat, Teldat reserves the right to charge the customer for the then-current list
price of a Teldat product and take other measures (including termination of customer
support or pursuing other available options).

Teldat encourages the removal of all Manipulated Products from customer networks in
order to reduce the risks associated with using such products.



2.3.

Secondary Market Products

When you purchase a Teldat product you are guaranteed original products and software that have
not been destroyed or stolen and that are built to Teldat's quality standards to ensure the best
possible performance within the environment for which they (the products) have been designed.
This policy is subject to change without prior notice.

2.3.1.Scope:

This policy sets forth the invalidity of any warranty for any Secondary Market Product and
applies globally.

2.3.2.Definitions:

"Secondary Market Product(s)” means new or used Teldat products that are sourced and
/or sold outside Teldat’s Authorized Channel Network.

"Authorized Channel Network” includes:
1. Teldat product sales directly to End User Customers.
2. Teldat product sales by Teldat authorized Partners in different countries.
3. Teldat product sales by Teldat authorized Carriers.
4. “End user” means the entity that the party placing the purchase order with Teldat
identifies as the end user of the Teldat product in question.

2.3.3.Policy:

1. Warranties. Teldat does not provide any kind of warranty support whatsoever for Secondary
Market Products.

2. Secondary Market Products are ineligible for Teldat service offerings.

3. Any and all warranties and service contracts related to Secondary Market Products are void.
Teldat may immediately terminate all services and warranty support for these products and
may take other available action.

4. Sections 1 and 2 above are equally applicable to Secondary Market Products that have been
subjected to any sort of alteration or refurbishment.

5. Teldat does not accept Secondary Market Products as part of Teldat’s Return Material

Authorization (RMA) process.

2.3.4.Policy Implications:

1.
2.
3.

Warranties for Secondary Market Products are rendered null and void.
Teldat assumes no obligation or liability whatsoever for Secondary Market Products.

If the customer receives a replacement product from Teldat and then returns a Secondary
Market Product, Teldat reserves the right to charge the customer for the then-current list
price of a Teldat product and take other measures (including termination of customer
support or pursuing other available options).

Customers must immediately remove all Secondary Market Products from their networks
once they are identified.



5. Teldat encourages customers to check the source and quality of the products they purchase
in order to reduce the risks associated with using such Secondary Market Products in their
networks.

2.4. Non-Genuine Products

When you purchase a Teldat product you are guaranteed original products and software that have
not been destroyed or stolen and that are built to Teldat's quality standards to ensure the best
possible performance within the environment for which they (the products) have been designed.
This policy is subject to change without prior notice.

2.4.1.0bjective:

This policy sets forth the invalidity of any warranty for a Non-Genuine Product. The policy is
intended to support and be consistent with other existing Teldat policies, such as those regarding
trademarks, copyright materials and software licensing.

2.4.2.Scope:
This policy applies globally.

2.4.3.Definitions:
e “A Non-Genuine product” means any product:

a) To which a mark has been affixed without Teldat’s consent or in violation of Teldat
branding policies.
b) Not originating from Teldat.

This generally happens when an attempt is made to counterfeit or imitate genuine Teldat
products with the intent to distribute or sell them as an authorized Teldat products when they
are not.

e  “Brands” refers to the Teldat brand and other trademarks, logos and commercial brands of
Teldat and its affiliates.

2.4.4.Policy:

1. Warranties. Teldat does not provide any kind of warranty support whatsoever for Non-
Genuine products.

2. Services. Teldat does not offer for sale or otherwise any kind of services whatsoever for Non-
Genuine Products. None of Teldat’s service offerings (as set forth on any of Teldat’s price
lists) apply to Non-Genuine Products.

3. All service contracts and warranties pertaining to Non-Genuine Products are void. Upon the
discovery of a Non-genuine Product, Teldat may immediately terminate any and all
associated services and/or warranty support for the Non-Genuine product, and pursue other
available legal remedies.

4. Teldat does not authorize any third party to renew or relicense Non-Genuine Products.
Hence, Sections 1 and 2 above are equally applicable to Non-Genuine Products that have
been subject to any type of refurbishment efforts.

6. Teldat does not accept Non-Genuine Products as part of Teldat’s Return Material
Authorization (RMA) process.



2.4.5.Policy Implications:
1. Warranties for Non-Genuine Products are rendered null and void.
2. Teldat assumes no obligation or liability whatsoever for Non-Genuine Products.

3. If a customer receives a replacement product from Teldat and then returns a Non-Genuine
Product to Teldat, Teldat reserves the right to invoice the customer for the then-current list
price of an original product and may take other actions (including termination of the
customer’s support contract or pursuing other available options).

4. Teldat encourages the removal of any and all Non-Genuine Products from customer
networks in order to eliminate or reduce the risks associated with maintaining such products.

2.5. Stolen Products

When you purchase a Teldat product you are guaranteed original products and software that have
not been destroyed or stolen and that are built to Teldat's quality standards to ensure the best
possible performance within the environment for which they (the products) have been designed.
This policy is subject to change without prior notice.

2.5.1.0bjective:

This policy sets forth the invalidity of any warranty for any stolen product.

2.5.2.Reach:
This policy applies globally.

2.5.3.Definitions:

"Stolen Product": means any Teldat product that a customer has reported as stolen to the
appropriate legal authorities and has likewise notified Teldat of the incident. Teldat may request
verification of the report/information from the customer(s), or from the appropriate legal
authorities, as to the status of the stolen product(s).

2.5.4.Policy:
1. Warranties. Teldat does not provide any type of warranty support whatsoever for Stolen
Products

2. Stolen Products are not eligible for Teldat service offerings.

3. All service contracts and warranties relating to Stolen Products are void. Upon discovery
and verification of a stolen product, Teldat may immediately terminate all associated
services and/or warranty support for the Stolen Product, and may take other available
action.

4. Sections 1 and 2 above are equally applicable to Stolen Products that have been subjected
to any type of alteration or refurbishment.

5. Teldat does not accept Stolen Products as part of Teldat’s Return Material Authorization
(RMA) process.

2.5.5.Policy Implications:

1. Warranties for Stolen Products are rendered null and void.



Teldat assumes no obligation or liability whatsoever for Stolen Products.

If a customer receives a replacement product from Teldat and then returns a Stolen Product
to Teldat, Teldat reserves the right to invoice the customer for the then-current list price of
an original product and may also take other action (including termination of the customer’s
support contract or pursuing other available options).

Customers must immediately remove from their networks any products deemed to be
stolen.



3. Out-of-Warranty Products

3.1. General Conditions

Subject to the terms and conditions listed here, Teldat products are no longer covered under
warranty once the basic warranty period has expired, starting from the date of purchase. In turn,
Teldat products that have been repaired are no longer covered under warranty after a six (6) month
period from the date of delivery. The warranty will not cover any repaired products that have
exceeded twelve months from the date of sale and those repaired less than six months ago, where
the repair is different or unrelated to any previous repairs.

Teldat products subject to a maintenance or extended warranty contract are also no longer covered
under warranty once the contract has expired.

3.2. Repair Terms

The customer must create an RMA at www.teldat.com when products that are no longer covered
under warranty are declared defective. Section 6 of this document explains how to create an RMA.

The repair process is described in Section 4.

Teldat charges a fee to repair any products that are no longer covered under warranty or that have
problems which are not covered by the warranty.

If Teldat determines a defect in the product included in section 3.2, the customer will be sent a
separate repair estimate. The customer may be charged a flat handling fee for evaluation and
handling. The handling fee will not be charged in the event that the repair work is carried out.

If an apparently faulty product is delivered to Teldat for repair and Teldat cannot detect any fault,
the customer will be charged a flat handling fee, at the prevailing rate, rather than the repair rate.

If the affected product has an external power source, this MUST be included with the product when
it is returned.

3.3. Exclusions

Any repair or replacement product will have a warranty period of six (6) months from the RMA return
date. All products returned to Teldat must be suitably packaged to protect them from damage
and/or electrostatic discharge.

Teldat will not repair the following products:

e Manipulated Products (Section 2.2)

e Secondary Market Products (Section 2.3)
e Non-genuine products (Section 2.4)

e Stolen products (Section 2.5)



4. General. Repair and warranty. RMA
4.1. Repair service

Teldat guarantees repairs for all Teldat products not deemed irreparable, including parts
and labor, within an average turnaround time of 15 working days (from the date the product
is received at Teldat).

4.2. Repair service operation

The customer must create an RMA when he has one or more products for repair. The RMA
is valid for one or more products; each product's serial number must be entered in the RMA.
An RMA is created using the procedure outlined in Section 6. Once the RMA has been
created, it must be printed out and sent to Teldat with the corresponding product(s).

Once the product is received, Teldat check to see whether the product is still under warranty
(as per the conditions described in Section 2) or out-of-warranty (as per the conditions
described in Section 3).

4.2.1. Warranty repair:

e The average repair time of a product under warranty (from receipt of the product at
Teldat until it is ready for dispatch) is 15 working days.

4.2.2. Repairs at cost:

e |f the product is not under warranty (see Section 3), a repair quote will be sent to
the email address specified in the RMA. Repair rates applying at the time of the
repair will be applied. Once the quote is approved, repairs will be completed within
an average turnaround time of 15 working days (from receipt of the product at
Teldat).

The repaired product will be returned to the address specified in the RMA or the customer
will be notified by email that it is ready for collection.

4.2.3. Shipping charges:

The following shipping charges apply for products under warranty:

e The customer must always ship under DAP terms (Delivery At Place, in accordance with the
2010 Incoterms, revised edition, published by the International Chamber of Commerce).

e Teldat will always return products under DAP terms ((Delivery At Place, in accordance with
the 2010 Incoterms, revised edition, published by the International Chamber of Commerce).

The customer must bear all shipping costs for products out of warranty.



4.2.4.Shipping addresses.
The shipping addresses for Teldat’s authorized repair centers are as follows:

e For customers in Europe, Asia, Africa and Australia:

Teldat S.A.
C/ Isaac Newton n® 10
28760 Tres Cantos
Madrid
Spain
e For customers in North and South America:
Teldat México, S.A de C.V
Mayas 301 Laboratorio 301, Col Obrera
06800 Mexico — Distrito Federal

Mexico



5. Irreparable product

A product is deemed irreparable when it is either unsuitable for repair or cannot be repaired.
A product can be irreparable for the following two reasons:

e Product contains a fault (random or otherwise) that cannot be corrected.

e Repair costs are more than the cost of a new product with the same characteristics.

5.1. Product warranty
One of the following measures will be taken if the product is deemed irreparable
during the warranty term:

e A new or reconditioned product of the same model with a (6) month guarantee will
be supplied.

e When a product is no longer manufactured, a product with the same or superior
characteristics with a (6) month guarantee will be supplied.

5.2. Out-of-warranty

If the product is out of warranty and is deemed irreparable, the customer will be sent
an email (to the email address specified in the RMA) explaining why the product has been
deemed irreparable and allowing them to choose one of the following options:

1. Collect the product, applying the shipping costs described in section 4.2.3.
2. Leave the product at Teldat for scrapping.

Teldat reserves the right to scrap the product if no response has been received from
the customer within 30 working days of sending the email.

In either of the above cases, no additional carrying costs will be charged (as per
section 4.2.3).



6. RMA Procedure

RMA is a procedure used to ensure control of your merchandise and the speed of our Technical
Service for the following:

e Shipping of products to our facilities for repair.
e Tracking the status of repairs and/or guarantees.

The following information shows how to process an RMA.

Enter the Teldat website (http://www.teldat.com) through your web browser and select Support
followed by RMA. The following screen will appear:

Acc.Hroveedares | Acceso Usuarios | Contacto N =TE

(@) Teldat =
JH bintec-elmeg i i H H . & §

Soluciones Casos de éxito Productos Servicios MNoticias Distribuidores Grupo Teldat Soporte Bintec-Elmeg
Soporte E Inicio » Soporte B RMA y e

m Descargas

L 2 RMA-Reparaciones
W Soporte Tecnico - CGS

RMA Para realizar el envio de cualguier producto a Teldat para su reparacidn o devolucidn,
« Sequimiento RMA debe solicitarse el Namero RMA (Return Material Authorisation - Autorizacion de
Devolucion de Material).
m Incidencias con Pedidos

Este servicio facilita las tareas de:
+ Envio de equipos a nuestras instalaciones para su reparacidn

+ Devolucidn de un producto por cualquier motivo
# Seguimiento del estado de las reparaciones

Pulse aqui para acceder al servicio RMA dependiendo de la marca de su
equipo:

Productos Teldat
Productos Bintec-Elmeg

Seguimiento envios RMA. Para realizar el seguimiento del envio de su RMA, pulse

aqui:
Teldat S.A.
Seguimiento RMA
iMe guska 138
i Necesita acceso a Servicios Online {RMA y Helpdesk-CGS) 7 e

Entre en “Mi Cuents” - "Servicios Online” - “Solicitar scoeso & Servicios Onfine”
[Servicios Online] ¥ solicite el servicio requerido

Par favor, tenga en cuenta que las solicitude de activacidon en CGS/RMA puede
tardar hasta 24h. Recibird un email de confirmacion una vez se complete el
proceso v el acceso a |os servicios esté aprobado,

Cualguier duda o consulta realicela por favor mediante nuestro Formulario de
contacto



6.1.Procedure for Teldat products

If you do not have an access password, please follow the registration instructions on the screen and
fill out the following form:

: =y
Acc.Proveedores | Acceso Usuarios | Contacto B BB

MTe dat il
1] bintec-elmeg

| Soluciones ‘ Casos de éxrito Productos I Servicios Noticias ‘ Distribuidores Grupo Teldat I Soporte Bintec-Elmeg ‘

i " L] i i | ) 7T .
Legistr r trarse
Registro Usuarios Y [nicio I Registro Usuarios I Registrarse J 2L 15 |

u Registro Usuario en web Teldat

W Acceso Usuario

m Contrasefia Olvidada
. Ernail *

Password *

Confirrar
Password

Tipo Usuaria * Seleccione tipo Bt
MWormbre *
Apellidos *

Ermpresa *

Departamento *
Cargo *

Pais * Spain b7

Li
piciones Celulares 36 y 46

Direccion *

Provincia * Teldat S.A.
Foblacion « Me qusta | 138
Cod Postal *
Telefono *

[0 He leida v estoy de acuerda con las Condiciones de Servicio de
Registra * Teldat, la Politica de privacidad de Teldat y con recibir notificaciones

de Teldat en formato electrdnico,
Ver cldusula de proteccién de datos

Observaciones

Introduzea el texto mostrado
vz T T

Probar otro ééaiga

You will be sent an email containing the access passwords for the requested services.

Once you have the customer user/password, click on the “Teldat Products” link. The following
screen will appear:

Acceso al sistema

[coss]

[vs]
Ussario: [ ]
SuUarno: ,—|

] E—

i

E

Grupo Teldat



Enter your user ID and password and then click on “RMA’s”.

This screen allows you to access previous RMAs, or create new ones by clicking “Create RMA”.

The following screen appears when you click “Create RMA”"

"35 | ]| x ¥ Yot Search
Favoritos | 3 &) Siebel eSenvice (3) & Welcome to FlashTrac @& ugeridos v ) Gale v
& WEB GRUPO TELDAT v B) - ) @ - Piginav Sequidad v Herram
Cabecera
Chiente 10000002-HTEGRA-T COUUNCACIONES UNFI
Fecha 28.06.2010
|da
Himero de RUAS 0 GrupoTeldat
AMA | | Equipo | Consutar |

UET|
RMAs pendientes de procesar

| Exporta

I RHA Mimero de equipos  Fecha de soictud
Linea 0 Por 0
RMAs procesados
[Export|
e RHA Nimero de equipos  Fecha de soctud ° de pedido Itroducy pedido

Linea 0 Por 0

The customer number field is filled in automatically. You will need to fill in the following fields:

Sender details: this must include a contact name together with an email address of
the person that should be sent the repair quote, when the product is out of
warranty.

Billing address: physical address where the invoice will be sent.

Delivery address: product return address.

The following fields must also be completed:

Product number specified by the customer: serial number

Action required by the customer: select the action from the pull-down menu
(guarantees, repair with cost, etc.).

Description: product fault or defect.



All products requiring repair can be included in a single RMA by clicking “Append row” for each
product:

2 hitp (sapprodu teldatcomsep/be/webdynpro/ea ctu ofertas’sap-language=ES v| 4] x e vohoo! Search
{if Favoritos | 5 | Siebel eService (3) 2] Welcome to FlashTrac {8 Sitics sugeridos » @] Galeria de Web Slice v
{8 WEB GRUPO TELDAT Niv B) v 0 @b v Piginaw Seguidadv Hemer
RMA
Datos remitente .
Cliente (10000002 | - [NTEGRA-T COMUNCACIONES UNF] Direccion [C/SAAC NEWTON, 10 PT.M Cédigo postal 28760 |
el == —— e P == GrupoTeldat
Poblacién |TRES CANTOS Provincia |Madnd ," Pais |Espafia b
Dir.corelec. | 3 Contacto
Facturara
Cliente (10000002 |- [BTEGRA-T COMUNCACIONES UNF| Direccidn 0/ SAAC NEWTON, 10 P T Cédigo postal (28760
Poblacidn [TRES CANTOS Provincia [Wedrd = Pais [Espain I
Enviar
Cliente (10000002 | - [NTEGRA-T COMUNCACINES UNF| Direccion [C/SAAC NEWTO i Cédigo postal (25760 ]
Poblacidn |TRES CANTOS Provincia [Madid

beiin requerida por el chente  Accion real tomada por el almacén

‘Guardar [ Vover

Once finished, click on save. An RMA number will be automatically generated.
Finally, please print the new RMA and send it together with the product(s) to the address.

IMPORTANT: PLEASE DO NOT FORGET TO INCLUDE THE PRINTED RMA WITH YOUR PRODUCT(S).

If you have any questions or problems with this service, please contact our support team by sending
an email to support@teldat.com.

Once you have registered, access the RMA Service by entering your email and password.

6.2.Procedure for Teldat Latam products

Once the Teldat Latam Products check box is selected, the following screen will
appear:



Teldat Servicios de Soporte Técnico Acceso Usuarios BB
JIJ bintec-elmeg.

‘ €Gs ’—RMA ‘ Soporte Manuales de Usuario ‘ Actualizaciones SW/FW
RMA i
m Productos Teldat 4 RMA - Reparacion Productos Teldat LATAM “

| Productes Eintzc-Eimeg Servicio de Reparacién (RMA) Latinoamérica

Productos Latam
Este servicio de Reparacion -RMA- es exclusivamente para productos vendidos en Latinoamérica

Para hacer més facil y rapido el procedimiento de reparacion, le rogamos que tenga en cuenta e siguiente procedimiento:

« Un RMA por equipo. Es necesario obtener un niimero RMA de reparacién independiente para cada equipo
defectuoso. Esta accién mantiene las transacciones transparentes tanto para usted como para nosotros, ya que nos
permite hacer un seguimiento de todas las etapas por las que el producto ha pasado.

« Creacién de RMA: Siga las instrucciones del documento ...

Reparacién estandar
Si su equipo falla dentro del periodo de garantia, la reparacién s totalmente gratuita. £l tiempo medio de un proceso de
reparacién es de 15 dias laborables.

Si su garantia ha vencido, sera informado instanténeamente en el momenta de generar su RMA y se le indicard, igualmente,
el precio de su reparacién.

Pulse aqui para acceder al servicio RMA LATAM:

RMA Productos Teldat LATAM

Mapa web - Avise Legal - Folitica de Privacidad - Politica de Cookies

Copyright [c] Teldat 2015

Those who had previously registered in Teldat’s website only need to provide their
contact details, email and password. Those who hadn’t, must register as a user for RMA
Latam.

Email

Contrasefia

Acceso al Sistema

Recuperar contrasefia Registrarse

Register as an RMA-Latam user

In order to create an RMA for products that need to be repaired, the customer must
fill-in the registration form.

Nombre *

Apellidos *

Email *

Password * 4
Confirmar Password *

Empresa *

Departamento

Cargo

Teléfono *

Direccion

Cod.Postal
Poblacion
Provincia

Pais * Seleccionar v

Introduzca el Codigo de Validacién Mos

Enviar

Once done, the user will receive an email verification message. After clicking on the
link, the user will be re-directed to the RMA creation process.



Create a new RMA
A new RMA must be created for each faulty product.

Click on “Create New RMA” and the following screen will appear. Here, you must
enter the serial number of the faulty product:

m Crear Nuevo RMA 4 MiCuenta ~ @ Ayuda Salir

RMA Nuevo

Intro Serie del equipo v pulse "Comprobar S/N

Ne° Serie *

m Sancdar

« Comprobar S/N

The system will then identify the product, check whether the issue is covered under
warranty and, if not, spell out the repair costs.

The following example shows a product that is out of warranty:

(OIS 3 MiCuenta ~ @ Garantia Teldat  Salir

RMA Nuevo

indicados y puls

106/16161 o Comprobar /N
Equipo: ATLAS150 + KIT RACK 19 ##

Equipe Fuera de Garantia

Inicio Garantia: 04/05/2011

Fin Garantia: 04/05/2012
Precio reparacién: 190,00EUR

Persona Contacto *
Email Contacto *
Direccion Facturacion * Seleccionar v
Centro de Reparacién * @ Teldat Mexico
Laboratorio Teldat
Viaducto Presidente Miguel Aleman 259 Despacho 302, Esquina Insurgentes
Colonia Roma Sur
Delegacion Cuauhtémoc

06760Ciudad de México, D.F.
MEXICO

Comentarios

Acepto Ia politica de portes y condiciones envio Teldat * PR

Continuar... [ENELIEN

Fields marked with an asterisk (*) have to be filled-in properly. Otherwise, the system
won’t let you carry on.

The customer must press the “Continue” button and enter the RMA number. The
following screen will appear:



i Crear Nuevo RMA X MiCuenta ~ © Garantfa Teld

Detalles RMA

#80080
S/N: 106/16161 - ATLAS150 + KIT RACK 19 ##

Lista Imprimir RMA

Registre afiadido correctamente

RMA/Equipo Detalles Dir.Facturacion

Estado RMA ®@RMA Creado

Fecha Estimada
Reparacién

Comentarios
Importe Reparacion 190,00 EUR
Fichero Pedido Cliente

Print RMA and send the product to the Repair Centre.

The RMA, together with its number and the necessary information, must be printed
and sent (in a visible location) together with the faulty product. The shipping address is:

Teldat México, S.A de C.V
Viaducto Presidente Miguel Aleman 259 Despacho 302,

Esquina Insurgentes Colonia Roma Sur Delegacién
Cuauhtémoc - Ciudad de México, D.F.

Receipt of product at the Repair Centre.
a) Under warranty — immediately sent to be repaired

b) Out of warranty — repair pending until offer is accepted.

a) Under warranty.

If the product was under warranty when it reached the Repair Centre, the latter must
register the entry date in the system. Repairs will be completed within 15 working days from
that date, leaving the product ready to be picked-up by the customer.

b) Out of warranty.

If the product was out of warranty when it reached the Repair Centre, an e-mail with
the relevant quotation will be sent to the customer. The customer may validate the offer



online, through a simple order. The customer must enter his/her order number or attach
the order’s datasheet.

:= Mis RMAs Crear Nuevo RMA L MicCuenta ~ € Garantia Teldat Salir

Detalles RMA

#80080
S/N: 106/16161 - ATLAS150 + KIT RACK 19 ##

Lista
RMA/Equipo Detalles Dir.Facturacion

Estado RMA Recepcionado en Centro Reparacion. Pendiente Aceptacién Oferta
Accién * ( Enviar comentarios

®

[@RRechazar Oferta
Fecha Estimada Reparacion
Comentarios

4

Importe Reparacion 190,00 EUR
N© Pedido Cliente 2015/000698
Fichero Pedido Cliente Seleccionar...

Crear N© Serj=+ls29.70 KB| g, o

Historial RMA

®

In the above example, the offer will be accepted the minute the user clicks on “Save”.
From this moment onwards, repair times will start ticking. Repairs will be completed within
an average turnaround time of 15 working days (from the moment the system shows the
offer has been accepted), leaving the product ready to be picked-up by the customer.



Repair.

Once the product has been sent for repair, the following screen will appear:

1= Mis RMAs W Crear Nuevo RMA 1 MiCuenta - @ Garantla Teldat Salir

DEtallBs RME oo e e O P Sy

#80080
S/N: 106/16161 - ATLAS150 + KIT RACK 19 &=

Lista

Fecha estimada reparacion: 31/12/2015

Actualizagion Correcta

RMA/Equipo Detalles Dir.Facturacion
Estado RMA () En reparacion
Accion * Enviar comentarios

Fecha Estimada Reparacion 31/12/2015

Comentarios

Importe Reparacion 190,00 EUR
N° Pedido Cliente 20153/000698
Fichero Pedido Cliente Seleccionar...

Crear N° Serie(3).x1s29.70 KB| porrar

Historial RMA

&

Guardar Cancelar

Repaired and ready to be picked-up by the customer at the Repair
Centre.

When the product has been repaired, the system will send an email to the customer
to let him/her know he/she can pick it up.

i=MisRMAs [ CrearNuevoRMA L MiCuenta ~ @ Garantia Teldat  Salir

Detalles RMA

#80080
S/N: 106/16161 - ATLAS150 + KIT RACK 10 ##

Lista
RMA/Equipo Detalles Dir.Facturacion
Estado RMA Equipo Reparado. (Pendiente recoger por medios Cliente)
Accion * () Enviar comentarios

Fecha Estimada Reparacién  31/12/2015

Comentarios

Importe Reparaci6n 190,00 EUR
Ne Pedido Cliente 2015/000698
Fichero Pedido Cliente Seleccionar...

Crear N° Serie(3).1529.70 KB | pgyrar

Historial RMA

&

Guardar [ETIEET



When the product is collected from our facilities, the following message will appear:

i= Mis RMAs | Crear Nuevo RMA A MiCuenta ~ @ Garantia Teldat Salir

Detalles RMA

#80080
S/N: 106/16161 - ATLAS1SO + KIT RACK 19 ##

Lista

RMA/Equipo Detalles Dir.Facturacion

Estado RMA @Entregado Reparado
Fecha Estimada 31/12/2015
Reparacién

Comentarios

Importe Reparacion 190,00 EUR
N© Pedido Cliente 2015/000698
Fichero Pedido Cliente Crear N© Serie(3).xls

Historial RMA

Fecha Estado Usuario ‘Comentarios
10/12/2015 @ Entregado Reparado Centro
10:10:07 Reparaciones

10/12/2015 Equipo Reparado. (Pendiente | Centro
0

recoger por medios Cliente) Reparaciones
En reparacion Cliente
Recepcionada en Centro Centro
10:02:25 Reparacion. Pendiente Aceptacion  Reparaciones
Oferta
10/12/2015 @ RMA Creado Cliente

09:58:33

At this point, the RMA will be deemed closed.

Irreparable product due to issues not covered under the Teldat warranty.

After the revision and having performed all relevant tests, if the product is declared
irreparable for reasons beyond Teldat’s control (i.e. voltage excess, manipulation, etc.) then
the repair won’t be covered by the warranty and the details will be posted on the web, under
the relevant RMA.

The system will then send an e-mail to the customer to inform him/her of the
situation and ask what should be done with the irreparable product.



Crear Nuevo RMA i rantia Teldat Salir

Detalles RMA

#80079
S/N: 106/24584 - ATLAS150 + KIT RACK 19 ##

Lista

RMA/Equipo ‘ Detalles Dir.Facturacion

‘ Irreparable/Sustitucion

Estado RMA Irreparable. Pendiente Respuesta Cliente
Accion * ®
]
Fecha Estimada Reparacion 31/12/2015
Comentarios
p:
Importe Reparacion 190,00 EUR

Historial RMA

&

Guardar Cancelar

If, 30 working days after having sent the email, the customer does not reply, TELDAT
S.A. reserves the right to scrap the device.

If you chose to collect the product from our facilities, the following message will
appear on the web:

Mis RMAs Crear Nuevo RMA arantia Teldat Salir

Detalles RMA

#80079
S/N: 106/24584 - ATLAS150 + KIT RACK 19 ##

Lista

RMA/Equipo | Detalles ‘ Dir.Facturacion

‘ Irreparable/Sustitucion

Estado RMA ®Entregade Sin reparar

Devolucién del equipo No Dejar en centro reparaciones para desglace
Reparado

Fecha Estimada 31/12/2015

Reparacion

Comentarios

Importe Reparacion 190,00 EUR

Ne Pedido Cliente 2015/556968

Fichero Pedido Cliente

Historial RMA

=
a Estado. Usuario
10/12/2015 @ Entregado Sin reparar Centro
10:22:16 Reparaciones
10/12/2015 3 Devalver Sin Reparar (Pendiente Cliente
10:20:49 recoger por medios Cliente)
10/12/2015 @ Irreparable. Pendiente Centro
10:19:21 Respuesta Cliente Reparaciones
10/12/2015 ¥ En reparacion Cliente
10:18:19
10/12/2015 @ Recepcionado en Centro Centro
10:17:35 Reparacién. Pendiente Aceptacidn  Reparaciones
Oferta
09/12/2015 @ RMA Creado Cliente fallo aleatorio
12:41:13

The RMA will then be deemed closed.



Irreparable product due to issues covered under the Teldat warranty.

After the revision and having performed all relevant tests, if the product is declared
irreparable for reasons covered under the warranty, the customer will receive a
replacement unit with the same (or similar) features. The details will be posted on the web,
under the relevant RMA.

The system will then send an email to the customer to inform him/her of the
situation, letting him/her know that his/her product will be replaced by a new one of similar
characteristics (ready to be picked up whenever the customer deems it appropriate).

i= MisRMAs [ CrearNuevoRMA & MiCuenta ~ @ Garantia Teldat  Salir

Detalles RMA

#80081
S/N: 792/34946 - Teldat V: 1xVDSL2/ADSL2+ + 4xGE

Lista
RMA/Equipo Detalles Irreparable/Sustitucion
|
iEstado RMA Irreparable Sustituido (Pendiente recoger por medios Cliente)
| Accién * Enviar comentarios

|
iFetha Estimada Reparacién  31/12/2015

|Comentarios

Historial RMA

Once the product is collected from our facilities, the following message will appear:

i= Mis RMAs | Crear Nuevo RMA 4 MiCuenta ~ @ Garantia Teldat Salir

Detalles RMA

#80081
S/N: 792/34946 - Teldat V: 1xVDSL2/ADSL2+ + 4xGE

Lista
RMA/Equipo Detalles Irreparable/Sustitucion
Estado RMA mEntregado Sustituido
Fecha Estimada 31/12/2015
Reparacion
Comentarios
Historial RMA
Fecha Estado Usuario Comentarios
10/12/2015 @ Entregado Sustituido Centro
15:56:14 Reparaciones
10/12/2015 @ Irreparable Sustituido Centro
15:53:41 (Pendiente recoger por medios Reparaciones
Cliente)
10/12/2015 ) En reparacidn Centro
15:52:12 Reparaciones
10/12/2015 @ RMA Creado Cliente
15:51:42

The RMA will then be deemed closed.



The customer will receive, at all times, emails on the status of his/her RMA and may
make instant consultations online. In addition, every screen will contain a “History” check-
box that includes all the steps taken with each RMA.

If you have any questions or problems with this service, please contact our support team by
sending an email to support@teldat.com.




7. Responsibilities
7.1. Responsibility at Teldat
TELDAT is not responsible for ensuring customer cooperation in the performance of each

action.

TELDAT is not responsible for any adverse events and unforeseen circumstances that
prevent an action from being executed, such as problems with receiving and sending
packets, power failures, etc.

Activities requested by the customer falling outside this service, will be reason for special
offers. The service will be performed once the corresponding offer is approved.

Provided that TELDAT’s technicians are not responsible, TELDAT assumes no liability for any
damage that may occur during the execution of an action.

7.2. Customer responsibilities
The customer is responsible for ensuring that the RMA data is correct; especially the product
shipping address and the billing address.

The customer must pack and insulate products properly when sending them to Teldat in
order to prevent damage and protect against electrostatic shock.

The customer is responsible for removing the product at their cost when repair costs are not
accepted.

7.3. Areas of action

Interventions are limited to:

e [Europe
e Asia

e Africa

e Australia

e North America
e Mexico

e South America



TELDAT

Parque Tecnolégico de Madrid
Tres Cantos 28760

(Madrid)

SPAIN

C.I.F.:A79354627

TEL.: +34 918 076 565

Fax: +34 918 076 529




