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Foreword 

This Manual covers the definition, content and terms of the overseas basic 

hardware warranty service of network products from Beijing Digital China Yunke 

Information Technology Limited (DCN for short), and helps dealers, service partners 

and end users learn about DCN’s warranty service policy. 

For the latest warranty service information, visit DCN website at 

https://www.dcnglobal.com/ or write to dcn_technicians@digitalchina.com or 

dcn_technicians@dcnglobal.com. 

 

 

 

Service Guide 

 

  Note: To ensure the fastest response to your request, please provide the following details with your 

request: 

(1) Contact and telephone, Skype/WeChat account 

(2) Equipment serial number or bar code 

(3) Detailed fault description 

(4) Measures taken 

(5) Possible causes 

https://www.dcnglobal.com/
mailto:dcn_technicians@digitalchina.com


 

 

Prerequisites for Warranty Service 

Note that the following conditions must be satisfied for warranty service: 

1. You have purchased services concerning the products from DCN, and the services are within 

the contract life, and only used for hardware and software specified in the contract, and you 

have legally obtained the relevant license. 

2. DCN only provides services listed herein outside Chinese mainland. 

3. Products covered by the service shall be DCN products sold outside Chinese mainland 

through DCN’s distribution channels, not modified by users or third parties and kept in good 

condition. 

  



 

 

1. Applicable Products 

This Manual is applicable to DCN network products sold from January 1, 2021 and within 

the warranty period, except for products no longer commercially available. 

2. Support Mode 

2.1 DCN support mode 

 

The services performed by DCN include the Second Line Support (SLS) and Third Line 

Support (TLS) of the service package described in 2.2, which are provided by DCN’s global local 

support centers TAC (Technical Assistance Center) and TEC (Technical Expert Center). For 

services performed by service partners, the local TSP (Technical Support Partner) is responsible 

for First Line Support (FLS) and field maintenance. 

“First Line Support (FLS)” refers to the initial fault diagnosis program performed by end user 

customers or customers and/or their directly associated service partners. This includes initial field 

fault diagnosis, faulty hardware replacement and reconfiguration, to identify and correct hardware 

or software problems (simple diagnosis following technical practice). 

“Second Line Support (SLS)” refers to the complete diagnosis performed by service partners 

and/or TAC engineers for identifying system faults (using test equipment) and determining 

whether hardware, software or data configuration is involved. This includes understanding and 

manipulating data configuration, analyzing and identifying for operator errors, faults or design 

problems, collecting all relevant data for fault analysis, allowing for hardware and software 

upgrading. 



 

 

“Third Line Support (TLS)” refers to services performed by DCN professionals TEC 

engineers with detailed product knowledge for replicating problems, interfacing with development, 

assisting customers in providing product support for end-user specific upgrades of customer’s 

release versions, and testing the solutions to fix defects. TAC engineers remotely support customer 

projects to prevent intermittent/random faults. 

2.2 Overview of basic hardware warranty service package 

The basic hardware warranty service package is a basic hardware warranty and remote 

operation and maintenance support service provided by DCN for customers who purchased its 

network products to help them maintain a stable network environment. 

The basic hardware warranty service package covers the followings: 

 

No. Service Description 

1 Help Desk 

5 × 8 (Beijing time 9:00-12:00; 13:00-18:00) real-time 

response 

A Skype group will be created for networked overseas 

customers as the interface of Help Desk 

2 Information Sharing 

7 × 24 service 

DCN Global Web-site provides extensive product and 

technical information 

3 
System Technical 

Service 

5 × 8 (Beijing time 9:00-12:00; 13:00-18:00) remote online 

Technical support and transaction processing related to 

products within the warranty period and the coverage 

5 
Software Update 

Authorization1 

Provision of the maintenance release (patches and minor 

versions) for software of host version 

6 Hardware Support 

DOA 5 × 8 × 10BD; RMA: 5 × 8 × 45 BD 

Repair or replacement of the hardware with process or 

quality problems that are within the warranty period and the 

coverage 

Notes: 

1. Updating and downloading are only for software of host version, excluding business software (e.g. network 

management software). 

2. Applications accepted after 15:30 (Beijing time) will be regarded as applications of the next day. 

3. Applications received after 15: 30 on Friday (Beijing time) will be regarded as applications of the next 

Monday. 

4. Applications made during weekends and holidays in China will be regarded as applications on the first 

business day following the weekends and holidays. 

5. BD, business day, 3BD means 3 business days. 



 

 

2.3 Definition of problem levels 

P1: events causing major failures that affect the customers’ network and business operation, 

covering all service interruption or network function damage found by end users during use. 

P2: events having an impact on business operation, leading to business interruption, making 

products partially failed but still operative, having no impact on user-related fields, or such impact 

are avoidable 

P3: events having limited impact on business operation, not affecting network service or 

function, or product operation but limiting its functions. Such events are not emergent and do not 

severely restrict the overall business operation of customers. 

P4: Events not affecting business operation. In the daily operation and maintenance, this 

involves requests for consultation related to equipment function, specification, operation and 

configuration instead of network evaluation, optimization and performance analysis. 

2.4 SLA 

Service Level Agreement (SLA ) is the service level of basic hardware warranty service 

provided by DCN to customers who purchased the network products. 

Service Item SLA  

Help Desk 5*8 

Information Sharing  7*24 website 

System 

Technical Service 

 Problem levels P1 P2 P3 P4 

Available Time 5*8 

Response time from 

Notification 

< 

30min 

< 

30min 

< 

4hours 

< 

8hours 

Hardware 

Support 

RMA service 45 BD 

DOA service 10 BD 

Notes: 

1. RMA: Return Material Authorization. 

2. DOA: Dead On Arrival. 

3. CD, calendar day, 15CD means 15 calendar days; BD: business day, 3BD means 3 business days. 

4. The above hardware support period is the maximum handling time from DCN’s receipt of customers’ 

defective components to the delivery of rebuilt parts, excluding the time consumed by international logistics, 

transport and storage, and customs clearance. 

5. Response Time is calculated from DCN’s receipt of customers’ feedback to TAC’s first replying to 

customers. 



 

 

 

3. Content of Basic Hardware Warranty Service Package 

3.1 Help Desk 

DCN provides a Skype or WeChat-based Help Desk window for each overseas customer and 

partner, which is supported by specialized engineers to respond to after-sales requests. 

Responsibilities of the Parties in Help Desk Service: 

 

 

In addition to the above, DCN provides other service windows as follows: 

Service 

Platform 

Description Mode 

E-mail 5x8h email technical support, software 

license application 

Send an e-mail simultaneously to 

dcn_technicians@digitalchina.com 

dcn_technicians@dcnglobal.com 

Overseas 

official 

website 

Contact Us interface Visit 

https://www.dcnglobal.com/ 

No. 
Activity 

DCN 

Responsibility 

Customer 

Responsibility 

1 Provide an available Help Desk interface. 
Responsible 

party 
－ 

2 
Receive and confirm after-sales requests, and create a 

service request list. 

Responsible 

party 
Assisting party 

3 
If the equipment fails, provide its serial number or bar 

code. 
Assisting party 

Responsible 

party 

4 
Divide the service request list into different classes and 

levels. 

Responsible 

party 
Assisting party 

5 Issue the service request list and follow up on handling. 
Responsible 

party 
－ 

6 Call for feedback. 
Responsible 

party 
Assisting party 

7 Confirm that the problem is solved and close the list. 
Responsible 

party 
Assisting party 



 

 

3.2 Information Sharing 

DCN website provides a great deal of products and technical information, including product 

manuals, configuration guides, networking cases, maintenance experience summary. With granted 

permissions, you can visit DCN website and download data, keep up to date with the maintenance 

experience, skills, and product knowledge. 

Technical support website: https://www.dcnglobal.com/ 

3.3 System Technical Service 

After receiving the network or system fault reporting, DCN engineers will first carry out 

remote fault analysis and handling for timely troubleshooting, including Skype or WeChat group 

support and remote access. 

1) Skype/WeChat technology group 

After receiving the service request, DCN will respond through Skype or WeChat technology 

group within the time specified by the service level to help customers analyze, diagnose and locate 

problems, provide solutions, and guide them on implementation. 

2) Remote access 

For faults or problems that cannot be solved through Skype or WeChat technology group, 

DCN will, subject to the consent of users, get access to the faulty equipment through the remote 

terminal to investigate and collect data, analyze the cause, propose solutions, guide users on 

implementation, and provide remote operation when necessary. 

Responsibilities of the Parties in Remote Problem Solving: 

No. Activity 
DCN 

Responsibility 

Customer 

Responsibility 

1 Provide ways of application for problem solving. 
Responsible 

party 
－ 

2 Respond to service requests within the specified SLA. 
Responsible 

party 
Assisting party 

3 
Escalate the request list to the appropriate expert support 

team (if necessary). 

Responsible 

party 
－ 

4 

Provide equipment serial number or bar code required for 

problem locating, and the place of use, fault description 

and other relevant information required for analysis, such 

as alarm, log, performance measurement, and operation 

record. 

Assisting party 
Responsible 

party 

5 
Provide remote channel, temporary access account and 

password, and authorize DCN to access remotely. 
－ 

Responsible 

party 



 

 

 

3.4 Software update authorization 

To ensure the stable operation of your equipment, DCN provides software versions or patches 

you can install yourself. Patches are amendments and supplements made by DCN to the original 

authorized software, and solutions to the problems found in the operation of the current version. 

They are improved and validated in actual applications or simulation experiment network, and 

help to eliminate hidden troubles in the operation of the original authorized software. 

Download link: https://www.dcnglobal.com/, path: Home> > Support > > Software 

Download. 

Notes: 

1. By vising DCN Technical Support Website, you can obtain patches for updating and implementing by 

yourself; 

2. Software upgrades or new functions and features are not covered by this service; 

3. This service is only for software of host version, excluding business software (e.g. network management 

software). 

3.5 Hardware warranty service 

3.5.1 Warranty coverage 

Warranty is limited to the host, excluding packaging and connecting wires, technical data, 

power cords, network cables, CD-ROM, manuals, slide rail kit, stickers, labels and other 

accessories. 

3.5.2 Hardware warranty process 

DCN provides two methods of hardware maintenance: 

Method Description 

Method I:sending back 

for repair 

In case of inventory shortage or after evaluation by specialized engineers, the 

defective components shall be sent back to China for repair and then returned to 

6 

Confirm that customers have authorized the access to the 

equipment and solve problems through remote 

connection (if necessary). 

Responsible 

party 
Assisting party 

7 Locate and deal with the problem remotely. 
Responsible 

party 
Assisting party 

8 
Provide temporary solutions to restore the system to the 

original state (if necessary). 

Responsible 

party 
Assisting party 

9 Implement solutions and validate the effectiveness. Assisting party 
Responsible 

party 

10 
Confirm the effect of solutions and give feedback on the 

problem state. 
－ 

Responsible 

party 



 

 

Method Description 

customers. 

Method II: providing 

spare parts 

After evaluation by specialized engineers, problems shall be solved by providing 

spare parts, with defective components returned to the local repair station. 

List of Responsibilities of the Parties for Method I: 

No. Item 
DCN 

Responsibility 

Customer 

Responsibility 

1 
Leave a message for repair in Skype or WeChat 

technology group 
Assisting party 

Responsible 

party 

2 
Specialized engineers perform service authentication and 

hardware fault confirmation 

Responsible 

party 
Assisting party 

3 
Specialized engineers authenticate that hardware is 

repaired by sending back 

Responsible 

party 
Assisting party 

4 Customers send defective components to DCN Assisting party 
Responsible 

party 

5 
DCN receives and signs for defective components, and 

notifies customers 

Responsible 

party 
Assisting party 

6 
DCN repairs defective components and then sends them 

back to customers 

Responsible 

party 
Assisting party 

7 
Customers accept and sign for the repaired equipment 

upon receipt 
Assisting party 

Responsible 

party 

 

List of Responsibilities of the Parties for Method II: 

No. Item 
DCN 

Responsibility 

Customer 

Responsibility 

1 
Leave a message for repair in Skype or WeChat 

technology group 
Assisting party 

Responsible 

party 

2 
Specialized engineers perform service authentication and 

hardware fault confirmation 

Responsible 

party 
Assisting party 

3 
Specialized engineers authenticate that hardware is 

repaired by providing spare parts 

Responsible 

party 
Assisting party 

4 Send spare parts to customers 
Responsible 

party 
Assisting party 

5 Customers accept and sign for spare parts upon receipt Assisting party 
Responsible 

party 

6 
Customers mail defective components to local repair 

station 
Assisting party 

Responsible 

party 

 

Notes:  

1. Applications accepted after 15:30 (Beijing time) will be regarded as applications of the next day. 

2. Applications received after 15: 30.on Friday (Beijing time) will be regarded as applications of the next Monday. 

3. Applications made during weekends and holidays in China will be regarded as applications on the first business 

day following the weekends and holidays. 



 

 

 

 

3.5.3 Warranty certificates and warranty period 

1. Valid warranty certificates 

Valid warranty certificates include: 

(1) One of the followings: 

Warranty card——including: dealer name, product name, model, serial number, date 

of purchase and validity stamp 

Valid purchase invoice——formal invoice for commercial sale 

Valid purchase and sale contract——DCN signed purchase and sale contract 

(2) Serial number——clear and complete, with no trace of modification 

(3) Special service contract——DCN signed service contract and DCN commitment 

letter 

3.5.4 Warranty period calculation 

The warranty period starts from: 

(1) The date indicated on the valid warranty certificate. 

(2) If no such certificate is available, the date indicated by the serial number plus 3 

months. 

(3) The date stated in the legal purchase and sale contract or special service contract. 

The repaired or replaced products have 3-month warranty from the date of delivery, or 

subject to the original warranty period if there are more than 3 months left. 

Besides calculating the warranty period from serial number, use the warranty period provided 

by the certificate with the maximum validity period if there is more than one such certificate. 

3.5.5 Commitment during warranty period 

The sold products enjoy three-year hardware warranty free of charge (special items subject to 

the purchase and sale contract, and special components subject to the corresponding product 

manual), and the products with extended warranty shall be subject to the duration of extended 

warranty contract. 

3.5.6 Freight note 

1) For sending back for repair, customers shall bear the overseas postage and customs 

clearance fees, DCN shall bear the domestic customs clearance fees as well as the postage and 

domestic customs clearance fees for rebuilt parts. 

2) For providing spare parts, DCN shall bear the postage and domestic customs clearance 

fees, and customers bear other costs. 

3.5.7 Other statements 

3.5.7.1 DCN makes no guarantee on customer data stored in or otherwise related to its 

products, and customers are responsible for backing up their data to prevent loss. 

3.5.7.2 Customers shall send defective components only, excluding such accessories as 



 

 

hangers, cables, power cords and USB cables, otherwise, no accessories will be returned. 

3.5. 7.3 For spare parts out of stock, DCN will negotiate with customers on use of an 

alternative model. 

3.5. 7.4 Defective components for which damage is caused by customers as determined by 

DCN are not covered by the warranty and will be exchanged or replaced at costs to customers 

through negotiation based on the stock or returned. 

3.5. 7.5 If customers maliciously damage the equipment at a higher rate than the average, 

DCN will suspend the warranty, make a damage survey and reserve the right to pursue legal 

liability against customers. 

4. Disclaimer 

DCN provides a disclaimer as follows: 

1. Exceptions to warranty 

Warranty is a limited liability to products. For out of warranty products, they are divided into 

those out of warranty or those not covered by the warranty. 

Products out of warranty are those with warranty service automatically terminating when the 

warranty has expired. 

Products not covered by the warranty are those with warranty service automatically 

terminating due to improper actions or faults in use. Products not covered by the warranty are 

presented in the following: 

➢ No valid warranty certificate is presented or product serial number is damaged; 

➢ The warranty certificate does not accord with the product or has false records; 

➢ Failure is caused by improper transportation, handling, use, maintenance, storage, such 

as lightning strike, overvoltage and overcurrent, water ingress; 

➢ Equipment damage occurs due to force majeure events (e.g. natural disaster, fire, war). 

➢ Equipment damage occurs due to natural wear or tear. 

➢ Direct damage occurs due to the operating environment (e.g. humidity) of field 

equipment or external factors (e.g. external electromagnetic interference, failure of 

interconnecting equipment) that cannot meet the requirements for normal operation 

stated in writing on the equipment. 

➢ Large-scale hardware or data damage is caused by the willful or negligent act, improper 

use or sabotage by customers. 

➢ Damage is caused by customers’ failure to operate the equipment according to the 

operation manual. 

➢ System damage is caused by customers or third parties, including unauthorized 

relocation and installation of the system not following the DCN’s instructions; 

unauthorized adjustment, modification or removal of identification marks not following 



 

 

the DCN’s instructions. 

➢ System damage is caused by infrastructures of customers. 

➢ Hardware or software is modified without DCN’s authorization. 

➢ The warranty and service support of discontinued products are only valid for 5 years 

since the announcement of production halt. 

2. DCN may not provide services as required under the following circumstances: 

1) Accidents caused by force majeure (e.g. fire, flood, earthquake, lightning strike); 

2) Deteriorating service conditions caused by social issues (e.g. unrest, war, strike, 

government regulation); 

3) Unfulfilled services due to interrupted energy supply (e.g. electricity, water, oil). 

4) Interrupted communication system of the operator. 

3. DCN makes no express or implied commercial and technical guarantees not covered herein. 

4. DCN does not guarantee that the provided products/services are completely defect-free, fully 

meet the customers’ requirements, or no problems or interruptions will be encountered during 

their use, or DCN can completely repair such defects. 

5. Under no circumstances shall DCN be liable for any direct or indirect economic loss to 

customers for the reason of this Manual, and the amount of limitation for customers’ loss caused 

by DCN shall not be higher than the amount of purchase of products/services. 

6. Outsourced parts are not covered by the services contained herein. 

7. Customers’ option to purchase relevant services shall be deemed as an indication of allowing 

DCN to access, collect and process the information related to fault detection, location and 

debugging. Upon the consent and request of customers, DCN will access and process relevant 

information, and use them only for providing basic hardware warranty. Since such information 

is controlled by customers, DCN cannot confirm whether the information is confidential or 

contains personal data, customers shall guarantee that they will obtain or retain all necessary 

consents, permits and authorizations (“permits”) according to applicable laws to allow DCN to 

perform services and prevent DCN breaking the applicable laws, customers’ privacy policies, or 

the agreements of customers and users. DCN will take rational measures to ensure the security 

of such information, without any direct or indirect liability arising from the acquisition and 

processing of such information during the performance of services. If you return the hardware 

device to DCN, you have a backup of and completely remove any confidential, private or 

personal information from the device. 


