
 
 
 
 
 
 

9-1510 Woodcock Street, London, Ontario N6H 5S1 Canada 
Rev: 2.0      Phone 519-690-0091 Fax 519-690-0092  Pg. 1 / 3 

Microtronix Support Options 
 

Cross Shipment Warranty Support  
Defective products are replaced using our Cross Shipment Support policy in which, upon 
notification of a given hardware failure of product covered by the hardware warranty; Microtronix 
will ship pre-paid a functional replacement unit within 24 hours of notification of the failure on a 
business day.  The Customer will return at their expense the defective unit for diagnosis and 
possible warranty repair.  Returned units will be held as a backup in the event of another field 
failure.  

The Customer must ship the defective product back to Microtronix for repair within 5-business 
days of reporting the failure.  Microtronix will cover the cost of shipment of the replacement 
product if a warranty defect has occurred otherwise the Customer is responsible for all the costs 
associated with shipping a replacement product.  

Technical Support Contracts 
Microtronix technical support staff have a reputation for providing timely and informative 
solutions to customer questions regarding use and configuration of our products.  Technical 
Support Contracts are available for: 

• Electronic (email) service requests,  
• Phone service requests,  
• Extended installation support, and 
• On-site technical support.  

Technical Support Contracts provide to technical support to resolve technical issues associated 
with the use of the product in the customer’s application.  The contracts are for 10 and 40 hours 
of support and do not include software maintenance.  Users are required to have an active 
Software Maintenance Contract in place if they wish to receive software updates as may be 
required to resolve a particular technical problem.  

Support hours are charged on per incident use at a minimum of one half (½) hour per incident, 
and additional fifteen (15) minute increments thereafter, at the discretion of Microtronix. 
Response time from submission of the incident is one business day maximum.  Technical 
support will be available by phone during our normal 9 AM to 5 PM EST business hours.  
Support Incidents are logged and results documented.   

For pricing and additional information on Technical Support Contracts please email Microtronix 
sales directly at sales@microtronix.com.  Per incident support is also available. 

mailto:sales@microtronix.com
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Technical Support – Electronic Service Request 
The Technical Support – Electronic Service Request Contract is an annual support contract, 
which provides for electronic service requests for up to two (2) Registered Users for up to a total 
of 10 Support Incidents.  These designated personnel can enjoy the electronic convenience of 
submitting technical questions and service requests to our knowledgeable support engineers for 
resolution.  Response time from submission of the request is one business day maximum.   

Extended Technical Support – Phone & Electronic Service Requests 
The Technical Support – Phone Service Request Contract is an annual support contract that 
provided for timely resolution of up to ten (10) technical support phone incidents (to a maximum 
of 10 hours) from two (2) Registered Users within a 1-year time period.  Response time from 
submission of the incident is one business day maximum.  Technical support will be available by 
phone during our normal 9 AM to 5 PM EST business hours.  Support Incidents are logged and 
results documented.  

This Technical Support Contract option also includes, electronic technical support for up to a 
total of ten (10) additional Support Incidents (to a maximum of 10 hours) for up to two (2) 
registered.  

Post Installation Technical Support 
Commencing from the date of delivery of new product to the Customer, Microtronix will provide 
for a 30-day period up to 1 hour of phone-in or email Post Installation Technical Support – for 
one technical contact – to resolve technical issues with installation and configuration of the 
product in the customer’s network.  When more than 1 hour is required to resolve technical 
issues, customers can purchase a 10-Hour Technical Support Contracts to receive additional 
support.  

Post Installation Technical Support hours are logged on per incident use at a minimum of one 
half (½) hour per incident, and additional fifteen (15) minute increments thereafter, at the 
discretion of Microtronix. Response time from submission of the incident is one business day 
maximum.  Technical support will be available by phone during our normal 9 AM to 5 PM EST 
business hours.  Support Incidents are logged and results documented.  

10-Hour Technical Support Contract 
For customer’s requiring extended technical support to identify and resolve either network or 
application issues, Microtronix will provides the option to purchase a Technical Support Contract 
to resolve  – via phone or email – technical engineering issues with use of our product in the 
targeted customer’s application.  These contracts are available in 10-hour increments and 
expire after one year.   

Support hours are charged on per incident use at a minimum of one half (½) hour per incident, 
and additional fifteen (15) minute increments thereafter, at the discretion of Microtronix. 
Response time from submission of the incident is one business day maximum.  Technical 
support will be available by phone during our normal 9 AM to 5 PM EST business hours.  
Support Incidents are logged and results documented.  
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Per-incident Technical Support 
For customer’s requiring post installation or per-incident technical support, Microtronix will 
provide up to 1 hour of phone-in or email Per-incident Technical Support for products to resolve 
technical issues with installation, configuration, use, and problem resolution of the product in the 
customer’s network. These contracts are available in 2-hour increments and expire after a 90-
day time period.  

When more than 2 hours is required to resolve technical issues, Microtronix provides the option 
to purchase additional time via Extended Technical Support Contracts discussed above.  

On-site Technical Support 
While most technical design issues can be resolved by phone and is unlikely to be required, 
on-site Technical Support is available as an extra cost item at a cost of USD $1,200 for an 
8-hour day.  Travel time is not included and will be billed at $60 per hour or $480 per day. Direct 
travel and food expenses are billed at cost plus 15%.   

Microtronix reserves the right to change process as deemed necessary.  
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