Last updated 11/04/1999

FY 99 - COMPUTERS

INSTRUCTIONS FOR WARRANTY AND PROPERTY ISSUES RELATED 

TO THE FY99 CCE COMPUTER EQUIPMENT ACQUISITION

This information has been prepared in a Question & Answer format to provide answers to the most frequently asked questions.  It is provided primarily for Help Desk personnel since warranty and repair issues should be referred through the Centralized Help Desk, 1-800-457-3642.

This information pertains to the following FY99 acquisitions of CCE computer equipment:

· DELL Latitude CPiR400GT Notebooks (FY99)

· DELL Precision Workstation 610 (high-end, FY99)

· Gateway E-4200-450 Computers (mid-range, FY99)

· Daewoo  Monitors (FY99)

WARRANTY / PROPERTY:

Do serial numbers need to be recorded for property records?
The vendors have agreed to include CPU serial numbers on the packing lists.  The serial numbers for each delivery site will also be transmitted to the ITAT to be uploaded into the Equipment Acquisition Tracking System (EATS) database at time of shipment.  Serial numbers (or Service Tag numbers) are required when calling about warranty issues.

What is the warranty period?

The warranty period begins on the date of delivery of the equipment and covers three (3) years after that date.  For each CPU, the receipt date will be recorded in the EATS database and the 3-year warranty period will be calculated based on that date.  This information can then be retrieved from the EATS database by searching for individual serial numbers.

Do warranty registration cards need to be returned?

The manufacturers will maintain a database of serial numbers for the equipment, and the government will record CPU serial numbers and receipt dates into the EATS database.  A reconciliation will be made with the vendors and manufacturers after the final shipment of machines to verify serial numbers and installation sites.  Therefore, you DO NOT need to return warranty cards or warranty update cards that may be included in your shipment.

Who do I contact for warranty issues?

Warranty issues should be referred to the Centralized Help Desk (CHD) at 1-800-457-3642, who will contact the appropriate manufacturer for repairs.  Any problems with the equipment will be handled under the 3-year on-site parts and labor warranty.  Serial numbers (or Service Tag numbers) are required when calling about warranty problems.


FOR FY99 DESKTOPS, LAPTOPS, AND MONITORS:

All warranty and repair issues will be handled through the reseller, Intelligent Decisions.  For warranty service, the Help Desk should contact:

Intelligent Decisions' Customer Response Center:  1-800-565-2171

Monday - Friday, 8AM to 6PM EST, excluding Government Holidays

Please note that the “Next Business Day” response time means that the manufacturer will provide a technical response by the next business day, but resolution of the problem will depend on such factors as availability of replacement parts, customer availability and location.  Limited down-time was not specified nor funded as part of this acquisition.

When placing a service call, please state that you are calling from a USDA Help Desk.  Also, please be prepared to provide the following information:

Your name and phone number

End user name and phone number (and alternate POC, if practical)

System information  (manufacturer, model number, serial number)

Location (specific address to which technician will respond or replacement will be sent)

Detailed problem description, including:

- Any error messages and/or beep codes received and when they occurred

- Peripherals being used

- What the user was doing when the problem occurred

- Steps you have taken to resolve the problem, if applicable 
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