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NA = NUUO all products
NH = NUUO hardware
P = 3rd party product

	Type
	Item
	Owner
	Status

	
	FAE Training

	NA / P
	Product structure introduction 
	Tina
	V

	NA / P
	Hands on Training - full function demo and training material
	Tina
	V

	NA / P
	Demo machine/ license key to practice
	Tina
	V

	
	Technical issue handling

	NA
	Document – FAQ, Known issue and Tip list
	Tina
	V

	NA
	Troubleshooting SOP including flowchart
	Tina
	V

	
	Technical issue escalation

	NA
	Assign RD contact windows in FAE tracking system
	Tina
	V

	P
	Vendor should provide a dedicate contact window for NUUO customers issue escalation. And the responsible manager of escalation process owner
	Tina
	V

	P
	Vendor should at least provide 9 hours a day, 5 days a week phone and email technical support
	Tina
	V

	P
	Vendor should reply all email inquires in 24 hours
	Tina
	V

	P
	Vendor shall provide resolution to the problem within 7 business days to consist with NUUO obligation to customer
	Tina
	V

	
	Test report

	NA / P
	Documentation - Performance report and limitation (e.g. recording throughputs)
	
	N/A

	
	Project support

	[bookmark: _GoBack]NA / P
	Exception project support procedure and co-work model (if any)
	Tina
	V

	
	NUUO Project Design Tool
	
	

	NA
	Update new product into calculator tool
	
	N/A

	
	Video library

	NA
	Key feature demonstration
	
	N/A

	
	RMA

	NH
	Allocate 5% unit of first shipment for RMA
	
	N/A

	NH
	RMA troubleshooting SOP including flowchart
	
	N/A

	NH
	Determine repairing fee for out of warranty units
	
	N/A

	NH
	Include repairing report 
	
	N/A

	NH / P
	Vendor should provide RMA service to NUUO customer with same service level – 7 days lead time for product repair, which NUUO commit to customer, the substitution is required if vendor can't meet the customer's requirement
	
	N/A

	
	End of life

	NA
	Determine the end of life time (when EOL)
	
	N/A

	
	End of service

	NA
	Determine the end of service time (when EOL)
	
	N/A

	
	Others

	NA 
	Document for any non-standard or exception (if any)
	
	N/A
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