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Service and Support Policy

On-site Repairs - All Systems

Under Service Contract

All expenses for services and parts are covered, except for repairs falling under the exclusion rules pertaining to the contract (i.e., accidental damage, abuse, environmental failure, etc.).   Customer is eligible for a semi-annual (6-month) NIST calibration on request.  Additional requested calibrations (such as after moving equipment) are not covered by the contract and fall under normal billing rates.  

Repairs for Non-contracted Users


Labor - Minimum charge of $1,000/day (or portion of a day) plus travel expenses.



The actual labor rate is $150/hour.   Hours are 8:00AM to 5:00PM, Monday-Friday except holidays.


Calibrations - Same as above listed labor rates plus cost of shipping any needed instruments.



Note: Calibration does not include repairs found to be needed during the course of calibration.




Some situations may require additional work done by our factory service facility and may




result in additional charges.

Preventative Maintenance - Same as above listed labor rates plus cost of shipping any needed instruments.

Parts and Materials - Charged according to our current published exchange rates if old parts are reusable.



Replacement of parts damaged beyond use is done at current new published price for the parts.


System Audit and Eligibility Inspection - Minimum charge of ($1,000) plus travel and lodging.   If time 



needed for inspection exceeds one day, charges accrue at the standard $150/hour rate.   Does not 



include the cost of any repairs found to be needed during the course of the Inspection.


Travel Expenses – Costs for travel expenses are the actual costs incurred by HILEVEL for an on-site support



event. Minimum charge for travel is $100.

Factory Service - All Systems

Under Service Contract

All expenses for services and parts are covered, except for repairs falling under the exclusion rules pertaining to the contract (i.e., accidental damage, abuse, environmental failure, etc.).   Customer is responsible for shipping as described below.

Repairs for Non-contracted Users

Labor - Minimum charge of $1,000/day (or portion of a day). 
Hours are 8:00AM to 5:00PM, Monday-Friday except holidays.

The Factory Service labor rate is:
 
Assembler: $75/hour

Technician: $150/hour


Parts and Materials – Charged when repairs are done at the component level rather than board level.


Shipping and Receiving


All Parts and Equipment


The HILEVEL policy for shipping and receiving responsibilities is as follows:


(continued next page)

Contracted Users
Customer pays for shipping both directions of all parts and/or systems.  Items shipped to HILEVEL will be returned via the same method as shipped by the customer, i.e., ship to us overnight and our return shipment will also be an overnight shipment.

Non-contracted Users
Customer pays for shipping both directions of all parts and/or systems.  A shipping estimate can be included in a service quotation upon request, or the customer may provide a direct billing account number for shipping.

Receiving Inspection – All Users: Important Notice
It is the responsibility of the user’s receiving people to inspect incoming shipments for damage before accepting the shipment from the carrier.  Customers that accept and sign for received shipments without first inspecting for shipping damage shall bear the full cost burden of repairs for this damage.  Therefore, IT IS IMPERATIVE that your shipping and receiving personnel inspect ALL received items prior to accepting the shipment.

Response Time

Contracted Users – All systems

Users with HILEVEL maintenance agreements always receive priority over those without agreements.  HILEVEL policy for factory “turn-around time” of repaired systems or parts is “overnight” for customers covered by maintenance agreements.   On-Site and telephone response time is as follows:

Initial Contact – Notification by telephone that service support is needed will result in a return call in no more than 24 hours from the time of the initial call.  Contact by email does not carry this guarantee.

On-Site Visit – If the results of the initial telephone conversation lead to an on-site visit, a HILEVEL service engineer will make every effort to be on-site for repairs within 24 hours of that determination.

Repair Completion – Repair of the problem reported in the initial contact call will be completed within 72 hours of the determination that on-site service is required.   If new problems are reported or discovered subsequent to the initial contact, every effort will be made to rectify those problems in the same visit.   However, if additional problems are of a nature that requires factory service or additional parts (unforeseen in the initial contact) the 72-hour window is extended to begin at the time the problem was discovered.

Factory Service – HILEVEL provides “Priority One” service for customers under service contracts. These customers will receive top priority over non-contracted service events. A maximum of five working days may be required for repair of systems in the HILEVEL factory.  This does not include shipping time.

Response Time

Non-contracted Users - All Systems
Users with HILEVEL maintenance agreements always receive priority over those without agreements.   Service performed on systems not covered by a service contract is done on an “as available” basis.   This means that any requests for parts or services will be attended to only when customers that are under maintenance agreements are not requiring service attention.   Similarly, during repairs of non-covered equipment the work may be suspended if a requirement arises to service equipment that is covered by a service contract.  Therefore, no guarantee of turn-around time for non-covered systems is expressed or implied.   HILEVEL policy for turn-around of repaired systems or parts is overnight for customers covered by maintenance agreements.   Those not on maintenance agreements receive the standard turn-around of up to two-weeks.   However, we will always make every effort to provide support as quickly as possible.  Parts, when available, can be shipped to non-covered users overnight at the user’s expense, but this must be expressly agreed to in writing by the customer as it will appear as a charge on the repair invoice.

(continued next page)
Technical and Applications Support
Contracted Users – All Systems

On-site applications support for users covered by a service contract is included – within reason.  It is the responsibility of the customer to make every effort to insure users are at least reasonably experienced engineers, well trained and efficient in the use of HILEVEL systems.   If repeated on-site applications support results in a pattern of “pilot error” faults, HILEVEL may require that user training be purchased and given, prior to continued on-site applications support visits.

Non-contracted Users – All Systems

Support for On-site applications is charged at the same rate as On-site repairs: $150/hour (minimum charge of $1,000 per day or portion of a day, plus travel expenses).   Support via electronic media (telephone, email, etc.) is available at the rate of $100/hour.   To receive “E-support”, provide HILEVEL with a purchase order with a minimum value of $500.00.   The order may be sent by standard post or by fax (949-263-1818).  Indicate the contact name and phone number on the P.O.

Software Upgrades

Contracted Users – All Systems

New releases of operating software and firmware are provided at no charge to users of systems covered by a service contract.  If hardware changes are required for compatibility with new software, these changes are provided at no cost to the customer (except in the case of providing new options and sometimes new features).  New software releases may be sent to users automatically, or upon request, or downloaded from the Customer Resources Login section of our website at www.hilevel.com (password required).

Non-contracted Users – All Systems
There is a charge to non-contracted users for software and firmware upgrades.   This charge can be affected by several factors, including how great the increase in revision levels, and whether or not hardware upgrades are required for software compatibility.   Charges for software upgrades are assessed on a per-event basis.  Users requiring upgrades for non-contracted systems must contact HILEVEL for pricing and (in some cases) to schedule an Eligibility Inspection of their system.

Multi-Year Discounts for Maintenance Agreements

The standard service contract rate for systems not currently covered by warranty or a maintenance agreement is 9% per year of the current system list price as configured.   Please note that this figure may differ from the price originally paid for the equipment.   If the system is not presently covered by an agreement, then a system audit and eligibility inspection is required (plus cost of any repairs).

Users that have systems covered by maintenance agreements or warranty that has not expired can take advantage of multi-year discounts upon renewal.   Substantial savings can be realized by taking advantage of our multi-year discount.   Whether your system is still covered by warranty or not, contact us about a quote on a multi-year agreement. 
These rates are:


1 year:   9% per year


2 years: 8% per year

3 years: 6.75% per year
These Service Rates and Policies are in effect as of September 30, 2008
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