Manuals
General Return and Repair Policies

General Guidelines

To qualify for a Return Merchandise Authorization (RMA) for either a refund or repair
of Zmodo products, all items require an RMA number prior to being returned.
Products must be 100% complete, in the same condition as when sold, and in the
original packaging as provided by the manufacturer. All packing materials, manuals,
CDs, and other accessories and documentation must be included. Kits and other
items assembled after purchase must be unassembled and returned in the
manufacturer's original packaging. All returns will be inspected and products found
to be non-conforming will be rejected or subject to a 15% restocking fee at Zmodo's
sole discretion.

Non-qualified and non-conforming returns are not included in Zmodo RMA policy
and, if returned, will be rejected or subject to a restocking fee of up to 15% at
Zmodo's sole discretion. If the non-qualified or non-conforming package is rejected,
the party who returned the item(s) will be billed for return shipping cost of the
item(s).

Receiving Procedure

All returned products will be thoroughly inspected and a determination will be made
if eligibility and conforming requirements are met. Please verify the product you are
returning meets the guidelines below and qualifies for return to avoid any delay or
denial of processing your return. If a non-conforming product is accepted for return
Zmodo reserves the right to charge a restocking fee up to 15% at Zmodo's sole
discretion. Return processing may take up to 5 business days from the time your
product is received.

Inspection Criteria
Products must be in the original manufacturers packaging, and shipped securely.

Products must be complete with any standard certification labels (UL listing,
capacity, brand name, UPC code) originally placed and not tampered with.

Products must be free of any permanent alterations including, but not limited to
paint, altered connection inputs, severed wires or cables, or indication of removed
screws/fasteners or seals.

Products must be free from damage of any type, including, but not limited to dents,
scratches, cracks, abuse, defacement or damage resulting from power surges.

Products so labeled with a security seal, must have the seal intact and not
tampered with.

Cross Shipment
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In the event that a replacement product is needed immediately, a cross-shipment
option is available if the original purchase date took place within 6 months prior to
the cross-shipment request.

Requesting this option implies that the customer has the defective part and will ship
them back to Zmodo within 25 calendar days of the ship date of the replacement
product. The customer will be asked to secure the return by providing a credit card.
There will be a 25-day cross-authorization placed on the card equal to the list price
of the item being shipped. When the cross-authorization is placed on the credit
card, the customer will see an approximate 48-hour hold for the amount equal to
the list price if the item(s) being exchanged. After the initial 48-hour hold expires,
the customer should see no charge placed on the credit card unless the RMA items
are not returned to Zmodo within 25 calendar days. Should 25 days and the original
product is not yet received by Zmodo, we will charge the full amount that was
authorized on the credit card. Subject to availability, Zmodo will ship product on the
same day the RMA is generated.

Missing Parts Procedure

In the event that your order arrived incomplete, and the tracking indicates that your
order was shipped from the Zmodo warehouse in central lllinois; Zmodo may
require image confirmation at our discretion before replacements for any missing
parts are shipped out.

If your order included a DVR with a Hard Disk Drive included, and a Hard Disk Drive
was not installed in the DVR that you received, Zmodo may ask for image
confirmation before exchanging the DVR you’ve received with a DVR that has a
Hard Disk Drive installed.

If your order was not delivered or if your order arrived damaged, please contact
Zmodo customer support so that we can file a claim with the carrier service we
used to ship your order. In the event that your order arrived damaged or incomplete
due to external damage, please keep all interior and exterior packaging as this is
needed when we file the shipping claim.

Missing Parts Procedure for International Customers

In the event that an order is shipped to an international location and that order is
either incomplete or including any incorrect items in lieu of correct items, the
customer will be responsible for arranging that the correct item(s) be shipped to the
international location. It is the customer’s responsibility to ship the incorrect item(s)
to the Zmodo location that is detailed in the RMA information. Zmodo will reimburse
the customer for all international return shipping costs pending the acquisition of
their shipping receipt indicating the exact cost to ship the defective item(s)
internationally.

Return Shipping

For your protection, we recommend that you insure your return and use a traceable
Page2/6

(c) 2024 Jeremy Schultz <itmanager@eptco.com> | 2024-05-09 17:06
URL: https://kb.zmodo.com/index.php?action=artikel&cat=1&id=64&artlang=en


https://kb.zmodo.com/index.php?action=artikel&cat=1&id=64&artlang=en

Manuals

carrier that can provide you with delivery confirmation. Zmodo shall not be
responsible for items returned that are lost or damaged in transit. Postage and
handling charges, both to and from our warehouse will be paid by the customer,
and are non-refundable. At our discretion, Zmodo may reimburse shipping charges
related to the return or exchange of defective products inside the U.S. only.

Return Shipping for International RMAs for Repair

In the event that item(s) become defective within the one year manufacturer’s
warranty and the item(s) are located outside of the United States, it is the
customer’s responsibility to ship the defective item(s) to the Zmodo location that is
detailed in the RMA information. Zmodo will only ship RMA returns to the USA and
Canada. At our discretion, we may reimburse the customer for international
shipping costs in the form of store credit.

If the returned item(s) are tested and found to be non-defective by the certified
Zmodo RMA technicians, the customer will not be reimbursed but international
return shipping costs. The customer will be responsible for arranging shipment of
the returned non-defective items from the US to their international location.

If the returned item(s) are tested and found to be defective by the certified Zmodo
RMA technicians, the customer will be reimbursed for all costs of return
international shipping in the form of store credit. The customer will be responsible
for arranging shipment of the returned defective item(s) from the US to the
customer’s international location.

In the event that we decide to issue store credit to a customer to reimburse for the
cost of return international shipping, the customer must provide a copy of their
shipping receipt indicating the exact cost to ship the defective item(s)
internationally.

Under no circumstances is Zmodo able to reimburse any Customs and/or Duty tax
fees that are enacted by the shipping carrier.

Refund Policy for Zmodo Purchases

Unless otherwise specified in the item listing on our website, on the receipt or
packing slip, or in the terms agreement, Zmodo will accept qualified and conforming
products for refund within 30 days of the original purchase date.

Refund Policy for Retail Purchases

In order to return any number of Zmodo items for refund, please contact the sales
venue where these item(s) were originally purchased from and request to send your
product(s) back for a refund. Most vendors who offer Zmodo products will offer a 30
day refund option, however this is subject to the specific policy of the sales vendor
that the product(s) were purchased from. Please refer to the return policy of the
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original store or vendor that you purchased your Zmodo products from for specific
return policy information.

Upgrade or Exchange Procedure

If the item(s) that you have purchased do not function to your satisfaction or do not
apply to your installation application, please contact the sales venue in which the
item was originally purchased from and request a refund for any item(s) that you
wish to return. Zmodo is unable to exchange any item for an item of a different type
unless the following circumstance applies:

1. An item is returned to Zmodo for repair under the manufacturer’s one year
warranty period and that same item was found to be defective and un-repairable by
certified Zmodo RMA technicians.

2. That same item is out of stock at the time that it was returned to Zmodo and
tested by certified RMA technicians.

Should the described circumstance directly apply, Zmodo will offer at its sole
discretion, either a variety of options for an item substitution, an item upgrade, a
refund for the list price of the irreplaceable item, or store credit for the list price of
the irreplaceable item.

Limitations of Warranty

This warranty does not include non-Zmodo installed components. This limited
warranty does not cover any damage to the product that results from abnormal
mechanical or environmental conditions, abuse, accident, improper installation,
misuse, insufficient or excessive electrical supply, natural disaster, or any
unauthorized disassembly, repair, or modification. This limited warranty also does
not apply to any product on which the original product label and or UPC information
has been altered, obliterated or removed, has not been handled or packaged
correctly, has been sold as second-hand, or has been resold contrary to US export
regulations.

This limited warranty covers only replacements for defective Zmodo products, as
described above. Zmodo does not cover under warranty and is not liable for any
loss of data or any costs associated with diagnosing the source of system problems
or installing, removing or servicing Zmodo products. This warranty excludes 3rd
party software, connected equipment or stored data. In the event of a claim,
Zmodo's sole obligation shall be to replace our product with its equivalent or the
best possible substitute.

Under no circumstances shall Zmodo be liable in any way to the user for damages,
including any lost profits, lost savings or other incidental or consequential damages
arising out of the use of, or inability to use the Zmodo products. Zmodo reserves
the right to revise or update its products, software, or documentation in keeping
with technological advances without obligation to notify any individual or entity.
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Technical Support and firmware upgrades for Zmodo products are restricted to the
country/region of purchase. Please refer to www.zmodo.com/Contact/ in order to
contact us to clarify any concerns with the warranty.

RMA Status Definitions:

New RMA- The RMA has just been created and needs to be changed to the
appropriate status in order to proceed with the RMA process. A Zmodo agent will
update the status within the next business day.

Waiting for Return- A Zmodo agent has approved the RMA, and the RMA
department is currently awaiting the return of the merchandise. The client should
have received an email with the return shipping address.

Tech Ticket- A Zmodo agent has determined that additional phone troubleshooting
may be necessary before any items are approved for return to the manufacturer.

Waiting Shipment- Some or all items regarding the RMA are approved to be shipped
out to the client. Items will be shipped within the next business day.

Rtag Required- A Zmodo agent has requested that a pre-paid shipping label be
emailed to the client so that the client will not need to pay for any return shipping.
A RMA agent will either approve or deny this request based on eligibility. If the pre-
paid shipping label is approved.The client will receive an email with a pre-paid
shipping label attached.

Cross-Authorization- A Zmodo agent has approved a preemptive replacement by
placing a hold authorization on the client’s credit card for the value of items being
exchanged. The replacement item(s) will be shipped within the next business day.

RMA Received- The Zmodo RMA department has received items that have been
returned by the client for repair or refund.

RMA-Testing- The RMA technicians have begun testing on the returned item(s). The
RMA status will update after testing is finished.

RMA-Tested- The RMA technicians have completed all necessary testing for the
returned item(s), and are continuing to process the RMA accordingly. The RMA will
be updated further within the next business day.

Wait-More information Needed- This status implies that the RMA department
requires additional information from the client in order to proceed with the RMA.
Zmodo customer support will utilize this status after a notification message has
been sent to the client indicating that additional information is needed in order to
proceed with the RMA.

Wait Compete-Define Results- The RMA department has received all necessary
information, and is continuing to process the RMA accordingly. The RMA will be
updated further within the next business day.
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Need More Action- This status implies that RMA department requires additional
information from Zmodo Customer Support agents. This status will typically apply to
RMAs that are dependent on the outcome of shipping claims.

Pending Refund- All items returned for refund have been checked in and tested, the
RMA has been passed to the refund operator to determine refund eligibility and
calculate the refund amount.

Approved Refund- All items returned for refund have been approved for refund, and
the refund operator will calculate the exact refund amount and issue the refund
within the next business day.

Refunded- The refund operator has issued the refund, and the client should have
received an email stating the exact refund amount. The may take up to 4 business
days to be posted in the client’s bank statement.

Packing- A shipping label has been created for items that are to be shipped to the
client. Iltems to be shipped to the client will depart from the manufacturer within
one business day.

Picking-Line*- The items to be shipped to the client are being packaged, and the line
number describes which section in the warehouse is the package being prepared for
shipment.

Shipped- The items to be shipped to the client have either already departed the
manufacturer or are on a loading dock awaiting a pickup from FedEx or UPS. Items
to be shipped to the client will typically depart from the manufacturer within one
business day after the status is updated to "Shipped.”
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