
Access for a Converging World

Zhone Warranty & Support Programs Guide

 
 



Z H O N E  T E C H N O L O G I E S   Z H O N E  W A R R A N T Y  A N D  S U P P O R T  P R O G R A M S

Zhone Warranty & Support Programs

We recognize that being awarded an opportunity to 
supply network products to a service provider is just 
the �rst step in a long, close relationship. As the 
equipment is brought up to support commercial 
services and paying subscribers, consistent high 
performance becomes mission critical. To help our 
customers achieve and sustain high-quality network 
performance, Zhone o�ers a comprehensive suite of 
service and support programs designed to protect 
customers� equipment investment and reduce their 
costs. 

In addition, we provide a wide range of service 
options to help minimize downtime, stressing preven-
tative con�guration and maintenance, resulting in 
reduced material costs and troubleshooting time. 
Zhone can also provide customers with a backup 
source of spare equipment and trained technicians, so 
they don�t have to make this investment themselves. 

Replacement equipment is sent promptly � often 
within the same day � as each minute can cost 
customers in resources and attention, as well as 
revenue. Service plans also recognize the heteroge-
neous nature of today�s networks, and will address 
any system-level situation that may prevent customers 
from fully leveraging their investment in Zhone�s 
infrastructure.

Zhone Warranty and Support
Zhone Warranty and Support Programs are designed 
to provide a �exible range of enhanced services in 
conjunction with the delivery of Zhone equipment. 
Basic components that are part of or available for all 
Warranty and Support packages include, but are not 
limited to the following:

n	 Access to the Zhone Technical Assistance Center 
(TAC) to open trouble tickets when required to 
diagnose, isolate and identify problems in the 
product.

n	 Analysis of malfunctions or interface problems with 
any equipment that although it may not be part of 
the Zhone product, is covered by the interface 
speci�cation for Zhone�s products.

n	 Remedies and workarounds (including �xes and 
patches) for software faults.

n	 Software updates that include bug �xes 

n	 Software upgrades that include �xes and new 
features

Oqhnqhsx.Rdudqhsx Kdudk Cdʂmhshnmr
Technical Severity will be recorded per Telcordia 
standards (GR-929) and will have three possible values:

n	 Network Down � Service platform is down or not 
functioning. Customer is at risk of losing major 
business due to network impairment. Customer and 
Zhone are willing to commit dedicated resources 
around the clock until the issue is resolved or 
downgraded 

n	 Major Service Impact � Major service interruption 
or loss of functionality. Customer feels this issue 
should be addressed as soon as possible, possible 
loss of business if issue is not resolved soon. 

n	 Minor/No Service Impact � Customer would like 
to see this issue resolved but the issue is not time 
critical, involving aesthetic changes or documenta-
tion changes. 
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Standard Warranty
Zhone�s Standard Warranty is provided automatically 
with the purchase of every new product at no addi-
tional charge for a period of one (1) year from the 
date of purchase. 

Standard Warranty includes the following:

Sdkdognmd @rrhrs`mbd
n	 5x8 Paci�c Standard Time, Monday � Friday.

n	 Zhone�s Technical Assistance Center (TAC) is 
sta�ed by trained technical experts capable of 
answering technical questions, diagnosing and 
resolving Zhone system problems, and providing 
workarounds where necessary.

Hmsdqmds Sdbgmhb`k Rtoonqs @bbdrr
n	 Online access (7x24x365) to Global Service and 

Support website, www.Zhone.com/support

n	 Latest Software Update and Upgrades: Zhone TAC 
personnel are available for guidance through the 
upgrade process 

n	 Product Documentation, including Release Notes

D,l`hk Mnshʂb`shnm
n	 Customers can register on Zhone�s web site and 

sign up to be automatically noti�ed of product 
releases.

n	 Zhone sends out e-mails when new releases are 
available and what is included in the release. 

Rnesv`qd Toc`sd % Tofq`cd
n	 Software updates that include bug �xes

n	 Software upgrades that include �xes and new 
features

G`qcv`qd Rtoonqs
n	 Advance Replacement (�rst 30 days for DOAs) 

§ Replacement part will be shipped within one busi-
ness day after receipt of  signed RMA agreement, 
subject to availability of  product

n	 Repair & Return (balance of year)

§ “Like for Like” return to factory for repair 
(Depot Repair)

§ 15 business-day turn-around from receipt to ship
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Extended Warranty
Extended Warranty o�ers customers the opportunity 
to extend the provisions of their warranty after the 
�rst year. This includes Zhone�s Remote Technical 
Support (RTS) Programs that provide real-time access 
to Zhone�s technical expertise. This access is provided 
through electronic delivery systems or directly by a 
team of technical experts � a team with substantial 
experience in providing remote technical support for 
some of the industry�s largest Access Networks and 
WANs. 

Zhone developed these programs to meet customer 
requirements that range from initial deployment of 
networks to global implementation of advanced WAN 
designs and topologies. With these programs, custom-
ers and partners receive telephone and online access 
to Zhone�s technical support engineers anytime and 
from anywhere in the world.

Our Technical Assistance Center (TAC) personnel 
resolve technical problems as they arise. They 
have direct access to Zhone Engineering personnel 
for quick resolution of the most complex issues. 
Additionally, they help network management 
personnel to identify problems.

Basic Remote Technical Support 
Program
Includes all the bene�ts of Standard Warranty, except 
Hardware Support, e�ectively extending the warranty 
period on your Zhone products for the duration of 
the contracted term to cover the following items only:

n	 Telephone Assistance

n	 Internet Technical Support Access

n	 E-mail Noti�cations

n	 Software Updates

Silver Remote Technical 
Support Program
Includes the bene�ts of the Basic Remote Technical 
Support Program, PLUS:

G`qcv`qd Rtoonqs
n	 �Like for Like� return to factory for repair 

(Depot Repair)

n	 Zhone shall ship repaired part(s) or replacement 
product(s) to a designated destination at its ex-
pense. 

n	 The Customer shall be responsible for any requested 
premium transportation and for customs taxes or 
duties for shipment of the replacement product(s). 

n	 Repaired units or replacement parts will be shipped 
within 15 business days after the faulty part has 
been received at the Zhone Repair Depot

n	 Customers are responsible for charges associated 
with shipping defective products to Zhone

The Silver RTS Program is not available for Zhone�s 
Network Management applications.
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Gold Remote Technical Support 
Program
This program includes the bene�ts of the Silver 
Remote Technical Support Program, PLUS:

G`qcv`qd Rtoonqs
n	 Replacement part will be shipped within one 

business day after receipt of signed RMA agreement, 
subject to availability of product.

n	 Zhone shall ship replacement product(s) to a 
designated destination at its expense. 

n	 The Customer shall be responsible for any requested 
premium transportation and for customs taxes or 
duties for shipment of the replacement product(s). 

n	 The Customer shall ship the failed product to Zhone 
within 30 days and shall assume risk of loss and 
damage during shipment to Zhone and shall pay all 
transportation charges. 

n	 If the failed unit is not returned to Zhone within 30 
days after an advance replacement unit is provided 
by Zhone, or if the failed unit has been subjected to 
misuse, abuse, neglect, negligence, accident, unusual 
hazard or disasters, including without limitation, 
�re, �ood, water, wind, lightning or other acts of 
God, the customer shall be deemed to have pur-
chased the product at the customer�s then current 
contracted price and Zhone will invoice the custom-
er for the price of the product. 

n	 The customer agrees to pay such price, and any 
applicable taxes, within thirty (30) days of the 
invoice date.

The Gold RTS Program is not available for Network 
Management applications, some CPEs, or other 
Paradyne products.
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Service Commitments

Basic Remote Technical Support

Rtoonqs Qdptdrs Bk`rrhʃb`shnm Minor Major Critical  
(Network Down)

Support Window 5x81 5x81 7x24

TAC Support Engineer Response 24 hours 12 hours 1 hour

Progress Update (as required) 5 BD 3 BD 8 hours

Resolution Target
Next or Future 
GA Release

Next Maintenance 
Release

Workaround, Next 
Maintenance Release

Hardware Support
N/A (Basic Service does not include hardware replacement. Depot Repair 
service may be bought on a case by case basis.)

Silver Remote Technical Support

Rtoonqs Qdptdrs Bk`rrhʃb`shnm Minor Major Critical  
(Network Down)

Support Window 5x81 5x81 7x24

TAC Support Engineer Response 12 hours 8 hours 1 hour

Progress Update (as required) 3 BD 1 BD 4 hours

Resolution Target
Next or Future 
GA Release

Next Maintenance 
Release

Workaround, Next 
Maintenance Release

Hardware Support
Return & Repair (Depot Repair) 
Commitment: Repaired unit or replacement parts will be shipped within 15 
business days after receipt of the faulty part at the Zhone Repair Depot.
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Standard Warranty

Rtoonqs Qdptdrs Bk`rrhʃb`shnm Minor Major Critical  
(Network Down)

Support Window 5x81 5x81 7x24

TAC Support Engineer Response 1 BD 24 hours 1 hour

Progress Update (as required) Best Effort Best Effort 12 hours

Resolution Target
Next or Future 
GA Release

Next or Future 
Maintenance Release

Workaround, 
Next or Future 
Maintenance Release

Hardware Support

First 30 Days — Advance Replacement for DOAs 
Commitment: Replacement part will be shipped within one business day 
after receipt of signed RMA agreement, subject to product availability.

Year 1 — Return & Repair (Depot Repair) 
Commitment: Repaired unit or replacement parts will be shipped within 15 
business days after receipt of the faulty part at the Zhone Repair Depot.

N/A — Not Applicable  
BD — Business Day 
DOA — Dead on Arrival 

GA — General Availability 
TAC — Technical Assistance Center 

7:00am – 5:00pm PST (Americas) 
9:00am – 5:00pm CET (EMEA) 
Excluding local holidays
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