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Dead on Arrival Procedure 
 

Customers are advised to register their product as soon as possible to 
prevent any delays in processing their call if the product subsequently fails. 
 
Kyocera warrants all products for two years under a manufacturer’s warranty 
which covers genuine defect and product wear and tear. As part of this 
warranty, and at our discretion, we operate a dead on arrival (or faulty as 
new, FAN) procedure as follows. 
 
If the product fails within the first 100 prints (personal and desktop) or 1000 
prints (large department and colour) the customer should contact our Support 
Centre on 0845 456 0 456 and report the serial number, page count and fault 
of the product. 
 
The Support Centre checks that the serial number is within stated limits (less 
than two years from serial number production date) and that the shipment date 
from the warehouse is within the last year. If over a year old, the Support 
Centre will raise a query as to the possibility of a secondhand or 
refubished sale. DOA is not available for secondhand sales and the warranty 
terms may differ from those of new products. 
 
The customer will have to register the product to be able to proceed. Proof of 
purchase may be required if the product falls outside of the date checks 
above or if there is any doubt about validity. 
 
For personal and desktop products, if the fault cannot be resolved over the 
telephone, the Support Centre will arrange for a replacement product to be 
delivered next day (for calls placed before 3pm and subject to stock 
availability) and for the faulty one to be collected. This must happen at the 
same time, ie. collection on delivery. 
 
For the departmental and colour products, if the fault cannot be resolved over 
the telephone, then the Support Centre will arrange to despatch an engineer 
to resolve the problem since this is usually the quickest way to get the 
customer up and running. If this is not successful, then we will consider a 
swap out of the faulty unit under the same criteria as above. 
 
Physically “out of the box” damaged products should be treated as DOA unless the 
circumstances dictate it may be customer abuse. 

 

 


