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APG One-Year Limited Warranty
Effective 6/04/2015

APG® Cash Drawer, LLC warrants that its products will be free of defects in material or workmanship for one (1) year from the date of manufacture under normal use and service. This warranty does not cover misused, altered, neglected, or carelessly handled products, or products used for any unintended purposes.
APG Cash Drawer, LLC will repair or replace, at its option, any SMARTtill intelligent cash drawer or cash drawer component found defective during the warranty period. Warranty repairs are completed at no charge for parts or labor and F.O.B. the factory shipping dock. APG Cash Drawer’s sole obligation is limited to the repair or replacement of the defective intelligent cash drawer product or cash drawer components.
APG Cash Drawer, LLC shall not be liable for any incidental or consequential damages, or any other costs which may occur from the purchase or use of this product. No other warranty (including merchantability and fitness for a particular purpose) is expressly made or implied. Some states do not allow limitations or exclusions on implied warranties, and in those states, the above limitations of an implied warranty may not apply.
Contact APG Cash Drawer’s customer department to obtain a Return Material Authorization (RMA) number before returning any goods covered by this warranty. This warranty provides specific legal rights and other applicable rights in some states.
Extended description.
During the period of warranty APG will repair or replace any product that is returned to us:-
With an APG’s issued RMA number, at the buyers expense, and found to be defective in material or workmanship free of charge. 
The return carriage will be paid by APG to an agreed depot/location with our partners.
· For UK and European union customers, the return to base (RTB) will be Newhaven Factory,
· For US customers, the return to base will be MSP,
There are currently no plans to offer a depot return destination in each and every country in which we operate. Hilden is not currently considered as a return to base location for the SMARTtill products.
Any product returned without an RMA will be rejected at goods in.
Units repaired or replaced under warranty shall carry the balance of the original warranty unless an "Extended Warranty" (See Below) is purchased ahead of this date.
"Swap Stock" is the responsibility of the partner or their customer who must purchase an appropriate quantity to manage the needs of their estate.  Factory turn round time will normally be 5 working days from factory receipt. Partners need to allow for transit time both ways, and allow for any delays in shipping caused by failure to provide the necessary RMA information or an issued purchase order for non-warranty repairs. (See below)
It is a condition of issuing an RMA number that if it is determined by APG that either no fault exists, or the damage to be repaired was caused by negligence of the partner, its agents, employees or customers, the returning party agrees to pay all charges associated with each such repair.
Any tampering, misuse or negligence in handling or use of SMARTtill hardware renders the warranty void. Further, the warranty is void if, at any time, The User or Partner attempts to make any internal changes to any of the components of the SMARTtill hardware; if at any time the power supplied to any part of the Equipment exceeds the rated tolerance; if any external device attached by The user or partner creates conditions exceeding the tolerance of the  SMARTtill hardware.
APG reserve the right to charge for any SMARTtill product that following return and factory investigation is No Fault Found (NFF). 
Where APG undertake a chargeable repair customers will be notified of the reason that the warranty claim is invalid, the cost of the repair, and be requested to provide a purchase order prior to the repair being affected.  Such repairs will not be released or returned to the customer until an authorised purchase order has been issued or the repair and return carriage has been paid in full.
Returned chargeable items will be declared Beyond Economic Repair (BER) if the cost of repair will exceed 75% of the LIST price. 
APG will dispose of all units declared BER in 7 calendar days following notification to customer or BER determination.
A scrappage fee will automatically be charged for all BER units that are disposed of.
If a partner requires the return of BER Units then the customer must issue a purchase order for a repair investigation and return carriage in 5 days of receiving notification of BER i.e. before the unit is automatically scrapped.
Any BER unit will not be replaced unless it is a valid warranty claim or the customer places a purchase order for a replacement unit.
Purchase orders for individual replacements for units returned under RMA and declared BER will normally be shipped within 48hrs.  
Chargeable repairs shall carry the balance of the manufacturer’s warranty, or the repair undertaken will be warranted for 3 months.   
That means if we repair runners for instance on an intelligent cash drawer and the runners fail within 3 months they are covered by warranty. It is the Mechanism that fails the second time, and the original warranty period has expired, the repair is not covered by warranty.
Epidemic Failure 
Epidemic Failure is defined as the same defect occurring in more than 12% of the field population in the first 12 month period. In the event of an Epidemic failure, as confirmed by APG service records, the manufacturer may, at its discretion take one or more additional steps (as noted below) beyond those already available within the warranty provisions outlined above.
a. APG may upgrade or replace the field population or a proportion thereof at its expense.
b. APG may permanently or temporarily increase the size of a partners "Swap Stock" to assist with logistics in repair or rework.
c. APG may pay inbound freight costs associated with returns that are above the Epidemic failure rate.
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The services and terms of our warranty may be extended beyond the original 12 month period. Extended warranty is charged per unit per year due after 12 months. This is optional for an additional 4 years after the 12 month warranty has expired. It will include the same warranty terms but exclude physical abuse, wilful damage and no faults found (NFF). NFF will be chargeable at fixed rate per unit (see price list for details).
Terms: A purchase order covering this fee must be placed on APG within ten months of the original shipment date. The Extended warranty fees must be PAID prior to the expiry of the original 12 month period.
[bookmark: _Toc489519721]Repair and service level agreement definition:
All repairs are to be returned to APG agreed location. An APG issued RMA number (Returned Material Authorisation) must be obtained and quoted on the shipment.
Customer will organise and pay for shipment back to APG agreed location for their region. On receipt APG will normally complete the repair within 5 working days (SLA).
See price list for details.
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RMA process diagram for EMEA:
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Below is an explanation of our failure rate definition and rate. 
There are two general approaches to product reliability; MTBF/MCBF and measured field return. The MTBF/MCFB (Mean Time Between Failures / Mean Cycles Between Failures) are engineering calculations used to estimate product reliabilities. These calculations are frequently inaccurate and consist typically of a sum of individual component failure estimates. This “Sum of Parts” approach is frequently wrong and interactions between components are not considered. Furthermore, field environments are not reflected.
Whereas, the measured field return data are calculations based on system returns to the supplier; with an appropriate sample size, it is Highly Accurate because it is based on the complete system in its intended environment. 
APG Field Return Data consists of three categories; Process Failures, Wear Items and Functional Failures.
1. Process Failures – field returns generated from
a. Misdiagnosis commonly known as No fault Found (NFF):
· Example:  POS terminal port fails, preventing communication to SMARTtill hardware may cause ST return although the hardware is good.
b. Software Issues:
· Example:  partner POS software lockup causes with SMARTtill solution.
c. Process breakdowns:
· Example:  return of new spare ST units sent for installation because of assumption that any site returns “failed”. 
· This categorises issues when the product was misused by the user; for instance load cells damages during reset process.
· Includes liquid ingress that would have caused electrical or electronics shortages / breakdowns.
· Includes components damages (USB sockets for instance) when the product was not installed as per recommendations and guidelines.
Process failure rates may be improved with more thorough training and help desk support, better software integration, and new diagnostic procedures.
2. Wear Items – returns due to components at the end of their useful life
· Examples:  worn springs, worn slides, worn connectors from frequent insertion/removal etc.
For context, in the POS industry this category typically includes;
· Handheld scanner battery failures
· Resistive touchscreen failures
· Silk screen wear on keyboard or PIN pad keys
· Wear on magnetic swipe reader heads
SMARTtill product has relatively few wear areas due to being still a young product in the market.
3.  Functional Failures – design or manufacturing issues (commonly known as hardware failure)
This type of failure is the failure rate that we would recommend be used as it relates directly to our product reliability.
a. Manufacturing Assembly:
· Improperly seated connector
· Failure to secure coin cup
· Loose screws, etc
b. Design Failures:
· Insufficient tolerances
· Electronics design issues
· Firmware glitches caused by the program with no external influences
· Dead lock that are no longer operating which did not result from misuse
· Mech which do not perform to the standard
· Lid that do no longer open (outside warranty period)
· Faulty spring affecting the functionality of the mech, etc 
Functional failures are addressed and resolved via a Closed Loop Corrective Action process for returned units.
Our functional failure rate 2016 for APG flip lid SMARTtill 1 model for 2016 is 6.15%*.
This is equivalent to a SMARTtill failure once in approximately 16 years. 
*This rate is based on 25000+ flip lid units deployed and in field operation for 2 years.  
Important notes:
1. The SMARTtill solution is a sophisticated system consisting of both solid state components and moving parts
2. Return rates are based on a statistically significant sample size of actual field units
3. Returns are minimized via:
a. Well-tested partner software integration
b. Proper hardware deployment and installation
c. Appropriate cashier training
d. Correct help desk processes
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