VIEWSONIC OPTIQUEST MONITORS – VIP EXPRESS EXCHANGE PROGRAM

Please note that only designated Help Desk personnel are authorized to call ViewSonic under the VIP Express Exchange Program.

New procedures have been established regarding ViewSonic Optiquest monitors.  These procedures are effective November 1, 1999.  Please read through the entire document since there are different procedures to follow depending on the circumstances.  (Note:  There are no changes to the procedures to follow for Princeton monitors.) 

The ViewSonic VIP Group can assist the Help Desk with any concerns or questions.

Hours:  Monday – Friday, 7:00 a.m. to 5:00 p.m. Pacific Time.

VIP Group:

Anna Chacon

Michelle Messick

Danelle Moses

Margie Gomez – Supervisor

Teressa Knox – Supervisor

VIP Contact Email address: csvip@viewsonic.com
        (Send all requests to this email address)

VIP Telephone Number: 888-668-8899, select option 2

VIP Fax Number: 909-598-5771

FOR REPLACEMENT OF DEFECTIVE MONITORS:
Prior to an authorized Help Desk call to ViewSonic's Customer Support, users should follow these troubleshooting tips provided by the manufacturer.  

VIEWSONIC TROUBLESHOOTING TIPS:

NO POWER:  Check the power cable, make sure the power switch is on and that the LED turns on.  Make sure you have the unit plugged in to a working outlet, and that it is receiving the correct voltage of electricity.

POWER ON WITH NO VIDEO DISPLAY:  Make sure that the video cable received with the unit is securely fastened and that none of the pins are bent or broken.  Verify that you do not have the brightness or contrast levels set too low.  If you are using a unit with dual input selects (multiple RGB or BNC type connectors) make sure you have the proper input source selected.  If you are running a MAC or MAC clone, verify that you are using the proper switch settings on the ViewSonic Macintosh video adapter.

FLICKERING IMAGE IN A MONITOR:  Verify that you are not running an interlaced mode.  Make sure that the refresh rate you are running is above 75 Hz.  There should be no electromagnetic devices immediately around the unit, such as unshielded speakers, a power strip or a UPS backup system.

DISCOLORED DISPLAY:  Check the video cable and make sure that none of the pins are bent or broken.  For a CRT based monitor, you should try degaussing the monitor, this normally takes care of color impurities.  Check to see that there are no electromagnetic devices around the unit as mentioned above.

GHOSTED OR DOUBLE IMAGE:  If you are not using the standard video cable that came with the unit, try using it and do not extend the video cable's length.  Make sure that the video card is running within the unit's specifications for refresh rates.

DISTORTED IMAGE:  Try using the OnView controls.  They are helpful in adjusting picture position, size, etc.

WHAT TO DO WHEN YOU NEED A REPLACEMENT MONITOR:

If the product is still not functioning properly after following the troubleshooting tips provided, only authorized Help Desk personnel should call ViewSonic's Customer Support department at 888-668-8899.  Select Option 2.  Your call may be referred to a Technical Support Specialist who will assist in determining whether or not the reported problem can be fixed over the phone by working together, or if the unit is malfunctioning and needs to be replaced.  If a replacement is needed, the following steps should be taken:

1. The Customer Support Representative or Technical Support Engineer will ask for your name and address for verification purposes.  Please also provide the location of the monitor and the monitor's serial number.  Within minutes ViewSonic will verify your coverage in the Express Exchange Program.  You may be asked to complete an RMA Requisition Form (which can be downloaded at http://helpdesk.itc.nrcs.usda.gov/itat/cce/RMA.doc) and fax it to ViewSonic's VIP Group. 

2. After ViewSonic verifies USDA's registration and eligibility, they will issue an RMA number.  The Help Desk must provide this RMA number to the end user for return of the defective monitor.

3. A replacement unit will be sent at this time and ViewSonic will schedule the pickup of the non-functioning unit.  The pickup usually occurs one to two days after the replacement product arrives, via Federal Express Net Return, so make sure that the site has the old unit ready to go.

4. Upon receiving the replacement unit, the site should pack the non-functioning unit in the box of the replacement unit and write the RMA number issued by ViewSonic on the box.

5. If the site misses the FedEx person scheduled to pick up the non-functioning unit, you must call ViewSonic within 24 hours to reschedule another pickup.

6. Please be sure that the non-functioning unit is returned to ViewSonic within 20 days of receiving the RMA number; otherwise the site will be charged the price of the replacement unit.  

ViewSonic reserves the right to bill the site for the full value of the monitor when one of the following conditions exists:

- The product replaced was not returned within 20 business days.

- The product that was returned was damaged due to gross user negligence.

TO RETURN DEFECTIVE MONITORS WHEN A REPLACEMENT HAS ALREADY BEEN RECEIVED, OR FOR RETURN OF EXCESS MONITORS SHIPPED TO A SITE IN ERROR DURING THE FY98 DELIVERIES:

These procedures will only be in effect until November 30, 1999.  This information has been provided to the State PCs.

If you have already received a replacement monitor and have been waiting for return instructions for the defective unit, please return defective monitors via FedEx to the following address:

TechData Corp.

ATTN:  RMA # 244070
5104 Liberty Way

Alliance Gateway Park

Ft. Worth, TX  76178

The following FedEx account # must be used:  Acct # 155327480

The RMA and FedEx account # will only be available until November 30, 1999.  All actions need to be taken before this closing date.  Failure to return defective monitors by November 30 may result in the site being charged for the replacement monitor.

Questions regarding this procedure should be directed to:  Gregg Weldon, Native American Systems, 800-879-9906.

