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Onsite Support Coverage, Programs & Processes
MBX onsite support provides CA customers with maximum uptime for your mission-critical applications.
Onsite Support Coverage
Onsite support coverage is available for 3-years beginning on the date of purchase. Extended coverage is available for purchase to cover an additional 3 years.
The onsite support coverage  provides for replacement of components or systems that fail due to a material or workmanship defect. Coverage excludes software-related failures, acts of nature such as electrical storms, floods or fire, acts of war and terrorism, criminal acts, and the user’s damage or negligence.
Help Desk troubleshooting and diagnostics is required to identify the failure and determine the appropriate actions and service components needed onsite prior to dispatching a technician. The Help Desk will then coordinate the components and the field engineer to perform the onsite repair within the terms of the coverage . Onsite support is hardware replacement only and does not include onsite troubleshooting or any software services.
For Next Business Day support, the diagnosis must be complete by 3:00 p.m. local time or the next business day becomes the day following.
Domestic Onsite Support Programs
24x7 – Next Business Day
· Help Desk phone support 24/7/365
· Calls placed after hours are prompted to leave a message under “Support” and will be returned within one hour to begin diagnosis
· Once diagnosis is complete and components are onsite, a technician is dispatched next business day
· Components are supplied through the standard MBX warranty and shipped overnight from MBX headquarters
· [image: Pat-MacBook:Users:pat:Dropbox:Creative Services:CA brand guidelines:CA_logos:1_Color:logo-gray.png]Onsite repairs occur during the coverage hours between 8:00 a.m. to 5:00 p.m. local time, Monday through Friday; any onsite requirements outside of coverage hours or on holidays are handled at established time and materials rates
· Observed holidays include New Year’s Day, Memorial Day, Independence Day, Labor Day, Thanksgiving and the day after, Christmas Eve and Christmas Day

International Onsite Support Programs
Next Business Day coverage is available in most major cities in unrestricted countries worldwide. New locations and service-level enhancements are added frequently. 
Regardless of the support program selected, response times go into effect once the replacement component arrives on premises. The lead time for expediting components internationally from MBX US headquarters must take into account time in transit, customs clearance, and time en route to its destination.
24x7 – Next Business Day
· Help Desk phone support 24/7/365
· Calls placed after hours are prompted to leave a message under “Support” and will be returned within one hour to begin diagnosis
· Once diagnosis is complete and components are onsite, a technician is sent out next business day
· Components are supplied through the standard MBX warranty and shipped overnight from MBX headquarters
· For faster response, spare components/systems can be kept in inventory at MBX forward stocking locations in North America, Europe, Latin America and APAC; contact your MBX account manager for specific forward stocking locations and pricing
· Onsite repairs occur during the coverage hours between 8:00 a.m. to 5:00 p.m. local time, Monday through Friday; any onsite requirements outside of coverage hours or on recognized holidays are handled at established time and materials rates
· Observed holidays include New Year’s Day, Memorial Day, Independence Day, Labor Day, Thanksgiving and the day after, Christmas Eve and Christmas Day
Onsite Support Process
Prior to calling for support, the user will need to locate the failed system’s serial number to provide to Help Desk personnel to identify the system and its components and verify the level of support coverage. This allows a quicker and more effective diagnosis. The user will also need to [image: Pat-MacBook:Users:pat:Dropbox:Creative Services:CA brand guidelines:CA_logos:1_Color:logo-gray.png]provide the site name, address, telephone number, the site contact name, and they should be prepared to provide a brief description of the problem.
The user contacts the CA Help Desk by one of the following methods:
Call CA Support: +1 800 225-5224
Online: support.ca.com 
· CA will open a ticket and work with the user to troubleshoot the issue
· Once a diagnosis is made CA will make arrangements with MBX to send replacement components and dispatch a technician
· Replacement components are shipped from MBX in the US unless inventory is in forward stocking locations
· In most cases MBX covers the cost of overnight shipping, duties and taxes
Onsite support is carried out globally by Source Support Services, Inc., an ISO 9001:2008 certified partner that provides global support services to leading IT manufacturers. Source Support has a network of over 17,000 technicians in North American and more than 7,000 internationally.
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