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Key Features
■ Service and support coverage for parts 

and systems

■ Scalable, customizable warranty options 
and support plans

■ 24 x 7 access to problem-solving 
technicians via phone, web or e-mail

■ NEI’s customer portal provides secure access 
to online help and visibility to solutions

Standard and Optional Capabilities
■ Advanced troubleshooting remotely or on-site

■ On-site help anytime

■ Worldwide forward stocking

■ Advanced server or parts replacement

■ Extendable warranty periods

Support and Maintenance

NEI offers its customers a variety of maintenance, support and service 

programs to extend product lifespan and maximize uptime. These programs

help ensure high availability, rapid response, effective troubleshooting, fast

parts replacement and 24-hour support. Recognizing that customers often

have unique support and service needs, NEI also offers custom-tailored

maintenance programs. Tell us what your needs are and let us design a 

suitable, cost-effective program for you. The following provides an overview

of our standard NEI Support and Maintenance programs.

NEI combines expertise in storage, security, carrier-grade

communications and enterprise communications with the

broadest range of hardware platforms and components

to meet the exact needs of your application.

Lower your total cost of ownership, accelerate your time 

to market, manage investments in the field, and focus on

your core competencies by partnering with NEI. 

Basic Warranty Support

NEI guarantees that every system sold functions properly — 100% free from workmanship

defect under our Basic Warranty Support terms for two (2) years after receipt of product.

Extended (optional) warranties are also available to NEI customers who wish to lengthen

warranty periods. 

Components integrated into systems are under NEI warranty for 30 days. However, many 

of these components carry longer warranties issued by the original manufacturer, which we

freely pass along to our customers.

Basic Warranty Support also provides direct access to NEI’s technical (troubleshooting) staff

either by e-mail, telephone or online. Technical support by telephone is available between

8:00 AM and 8:00 PM EST on weekdays (excluding holidays). Our on-staff experts are

always ready to answer questions and resolve problems. If after troubleshooting any 

damaged or inoperable equipment must be returned to NEI, we quickly repair or replace 

the equipment and expedite its return to service. For equipment deemed out-of-warranty,

repair and return service is handled on a time and materials (T&M) basis.

Advanced Server Replacement (ASR)  

NEI offers Advanced Server Replacement (ASR) as an optional service designed specifically

for fast system substitution. With ASR, multiple pre-configured systems can be stocked at

NEI and made ready to ship in the event of field unit malfunction or damage. This plan is

popular among customers who purchase and deploy high volumes of identical systems

that are warranted as a bundle. ASR systems are shipped by priority/overnight freight.

Forward stocking is also available as an ASR option. 



SOLUTION DESIGN INTEGRATION CONTROL GLOBAL LOGISTICS SMART SERVICES SUPPORT & MAINTENANCE

SUPPORT & MAINTENANCE

2

Advanced Parts Replacement

Many customers prefer our optional Advanced Parts Replacement (APR) program. This is an optional enhancement to the basic program, which 

extends the warranty on parts for a minimum of one (1) year to a maximum of three (3) years. Problems received with APR status are given workflow

precedence. After any failed part has been diagnosed and identified, a replacement part is shipped via priority/overnight freight Monday through Friday

(excluding holidays). NEI assumes all freight charges for replacement parts. This program can save critical time and simplify the tracking and processing

of replacement components.

Advanced Parts Replacement with On-Site Technician 

When technical issues require professional on-site assistance, Advanced Parts Replacement with On-Site Technician delivers experienced technicians to

your door during local business hours (between 8:00 AM and 5:00 PM). For problem-free installation or equipment replacement, our on-site technicians

take the guess-work out of installation. Optionally available is the forward stocking of replacement parts, which will ensure same-day arrival (in major 

metropolitan locations) within four hours of your support request.

Anytime On-Site

When 24×7×365 availability is mission critical, our Anytime On-Site program gives you full-time service and support — weeknights, weekends and

holidays included. This comprehensive program includes all the components of APR with On-Site Technician and dispatches a qualified technician to

your location (any time of day) in as few as four hours after the replacement parts are delivered onsite. Forward stocking of replacement parts is 

available as an option to enable same-day arrival of parts for on-site technicians.

Depot level repair �

8 x 8 standard telephone support �

24 x 7 x 365 emergency telephone support � � � � �

Web portal and e-mail access � � � � � �

Priority queuing � � � � �

Troubleshooting done by user 
� � � � �

with NEI telephone support

On-site troubleshooting Available �

Extended warranty Available � � � � �

Overnight parts replacement � � � � �

8 x 5 NBD on-site technician Available �

24 x 7 x 365 on-site technician Available � �

Forward stocking T&M on-site service N/A Available Available Available Available Available

Warranty
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Support & Maintenance at a Glance
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On-Site
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Anytime On-Site with Advanced Troubleshooting   

For the most all-inclusive, hands-on support, service and troubleshooting program available, many NEI customers enroll in our Anytime On-Site 

with Advanced Troubleshooting program. This program offers the ultimate insurance against long-term downtime and guarantees that a technician is

dispatched (within four hours of the support request) to your facility where they can quickly diagnose and solve equipment problems. If necessary, 

our technicians will order and install replacement parts and/or systems that arrive by priority/overnight freight. Forward stocking is optionally available

under this program. If your application warrants fail-safe operation, regular and timely maintenance, or you need top-line support services, Anytime

On-Site with Advanced Troubleshooting is the program of choice.

Technical Support Services  

NEI’s Technical Support Services provide customers with access to an experienced staff of customer service professionals and technical support 

specialists. NEI’s trained and certified technicians are available during standard business hours or 24×7×365 (depending on your program) to 

provide installation, troubleshooting, repair and basic configuration support for Internet security, storage, network or telecommunications 

applications and systems.  These services are available by phone, email or through NEI’s self-service web portal. 

In addition to offering diagnostic and repair services on products covered by our NEI Support and Maintenance programs, NEI offers the ability for

OEM’s, ISV’s and partner companies to leverage its existing support infrastructure and provide Level 1 through Level 4 technical support and 

diagnostic services. NEI can handle service requests and work to diagnose, repair and resolve technical problems that can arise during installation 

and configuration of the equipment and your application. NEI can customize support service plans as needed for customers. Please contact your 

local NEI sales representative for details regarding our Support and Maintenance programs.

Forward Stocking Locations in the United States and Worldwide
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