IBIS S.r.l.

‘ Legal Office: Via San Francesco d’'Assisi, 1 - 24121 Bergamo — Italy
® Headquarters: Via Cascina Bruciata, 3 - 24068 Seriate - Bergamo — ltaly
Ph: 0039 (035) 4236343 Fax: 0039 (035) 2922079

www.ibisray.com — info@ibisray.it

X RAY SYSTEMS VAT Number: IT 02942850161

IBIS Service Policy

Rev.06 — 20-01-2025

—_ —_
[ B ' [
CERTIFIED : IQNET CERTIFIED

* RECOGNIZED
QUALTY MANAGEMENT sYsT en CERTIFICATION QUALITY MANAGEMENT ST en
509001:2015 150 13485:2016


http://www.ibisray./

= ibis

Contents
1. Customer Service Policy......cccccceeevcvveeennnnnn.
1.1 Concept of Customer Service Policy ..........
Y olo T o 1PNt
1.3 Terminology ....ccccceeeeeeeeccviiieeee e,
2. Technical Support Service.......ccoceeeeevreeeennen.
2.1 Concept of Technical Support..............
2.2 Service Center....cccocveeeevieeeeiieeeeenee
2.3 Service Working Hours ..........ccccuuuneee.
2.4 Types of Technical Support..................
2.5 Termination of Technical Support.......
3.  Warranty Principle and Procedure................
3.1 Warranty Period ........ccccovveeeeeeicnnnnen,
3.2 Warranty Coverage.....cccccevvveveeeeenenennn.
3.3 Repair Warranty .......ccceveevvvevevveeneennnnns
3.4 Warranty Cancellation...........cccccuvee..
4. Return Material Authorization (RMA)...........
4.1 Definition of RMA .......cooviieriiierieenee
4.2 Coverage and Classification of RMA....
4.3 General Procedure of RMA..................
4.4 RMA COSES....evviiiiiriiiiiniiciineccnen
4.5 RMA EXCeplionS.....cuvvvvvvevvvevevevnvnvernnnnns
5. Regional Logistics & Applicable INCOTERMS
5.1 Logistics Contact Points........cccceveeeeees
5.2 Incoterms and Payment Terms............
6. Service Price Policy.....cccccocvuviiiviieeeiccieee e,
6.1 Price for Spare Parts ........ccccceeeeeeeennnns
6.2 0=T o = T o o (ol N
6.3 Payment for spare parts and repair.....

X RAY SYSTEMS

\Ima

CERTIFIED

H I&u&; CERTIFIED

CERTIFICATION ~ QUAUTY MANAGEMENTYST =
50 13485:2016

~—

Pag 2 of 16



“sibis

X RAY SYSTEMS

7. Acceptance and Termination of SErVICE POIICY ....cccccuiiii it e e e e bee e e e 11
7.1 Acceptance Of IBIS SEIVICE POIICY ...uuiiiiiei ittt et re e e e e e e e raa e e e e e e e e e nnsreaeeeas 11
7.2 Termination Of IBIS SEIVICE POIICY ......uuiiiiiiii ettt e e e e e e trte e e e e e e e e e rtreeeeeeaeeeennnnes 11

Annex | —Warranty period Of PrOGUCTES ........eeii ittt e e st e e et e e e e e tte e e e e ate e e s sanaeeeeensaeeeenasenas 12

Annex [l - PRO RATA Warranty eXplanation.......cc.ceeecciiee ettt e s rtee e s tee e e e tte e e s e ate e e e enaee e s ennaeeeenaneeas 13

Annex 1 — EXtENded Warranty COSES ...uiiiiiiiiiiiiiiiiee e cccciietee e e e e eectrre e e e e e e e e ssatare e e e e e seesnbbaaeeeeeesesannsraeseeaassenanssreeneens 14

LN (o AVl =Y o 1 gl o o Tol TN 1 ) U 15

REVISION HiSTOIY .. uuuuuiiiiiiiiiiii b e e e e aaa e s e raaasaaarasasesnaasnsnsnsnnnsnsnsnsnsnsnnnnnnnsnsnsssnnnsnsnsnnnnnsnsnnnnnnnnnnnnnnnn 16

\ \
U {IQNET -ty

Pag 3 of 16



“sibis

X RAY SYSTEMS

1. Customer Service Policy

1.1 Concept of Customer Service Policy

This policy statement describes the policies on services provided in response to the inconvenience of the
customers regarding our medical devices and related accessories manufactured and sold by IBIS s.r.l. (hereinafter
“IBIS”).

This policy integrates the conditions of sale.
1.2 Scope

This policy statement applies to medical devices and related accessories manufactured and sold by IBIS.
1.3 Terminology

1) Direct Customer: a customer who purchases a product directly from IBIS.

2) Indirect Customer: a customer who purchases IBIS product or a system that contains IBIS product from a
direct customer.

3) User/ End User: a customer who has purchased IBIS product from a direct or indirect customer of IBIS and
is using the product in a working environment. For example, any radiologist, doctor, or others who use
the product for medical or other purposes may be included.

4) End of Service Life (EOSL) End of Service Life indicates the termination of service period; from this point

on, maintenance and technical support is no longer provided for the corresponding product.

2. Technical Support Service

2.1 Concept of Technical Support

Technical support services are provided at the request of direct customers when an issue is found while using the
product that is manufactured and sold by IBIS. IBIS provides technical support only to the customers who directly
purchase its products, and the customer’s right to receive the services cannot be transferred to other customers,

vendors, or users.
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2.2 Service Center

Every technical support from IBIS is provided through the IBIS Headquarters and, if necessary, its designated global

service centers. The service is provided directly from the headquarters or from one of the designated service

centers and is not to be provided repeatedly through multiple service centers.

2.3 Service Working Hours

Service provided by IBIS or its service centers are available during the standard working hours: 08:30 — 12:00 /
13.30 - 17:00 from Monday to Friday.

The technical support service may not be available or be delayed during weekends or holidays.
24 Types of Technical Support

a) General Support: IBIS can provide service to its customers in the form of email or phone call. Yet, product
information following technical inquiries may be provided only when Non-Disclosure Agreement (NDA)
or other equivalent contract is made between IBIS and its customer.

b) Remote Support: when the issue cannot be solved through email or phone call, IBIS can provide service
through remote access under the customer’s consent.

c) On Site Support: under the following conditions, IBIS may get consent from its customers and send

engineer or related personnel to solve the issue:

a) The problematic symptom persists even after remote assistance and other supporting attempts.
b) The problematic situation cannot be fully understood by remote access; and environmental or
human factors, rather than the product itself, are rendered to be the cause of the issue.

c) The issue is likely to cause serious damage to product reliability.

d) Any other circumstances when IBIS concludes that further assistance is necessary. Yet, when
warranty is expired, the customer can be partially charged for the expenses needed for visit
support.

4) Training Support

a) IBIS provides training programs for dealers.

b) When a dealer requests, IBIS provides training for free after the initial purchase agreement.
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3.1

¢) Training could be hold only to IBIS HQ.
d) In addition to the first training for free of charge, if customers request for an additional training

can be partially charged for the expenses needed for the additional training.
Termination of Technical Support

e EOSL of a IBIS product is 10 years from the manufacture date.

e  When the product is discontinued, EOSL of the product manufactured that year will be 5 years.

e IBIS continues its service from the shipping date until the EOSL of the product.

e Once the product reaches its EOSL, repair service for defect and update/maintenance may not be
provided.

e When judged that the customer has intentionally damaged or disassembled the product, IBIS may
withdraw any existing warranty period and cease all its technical support services regarding the product

and the customer.

3. Warranty Principle and Procedure

Warranty Period

The warranty period follows the sales contract. Unless otherwise stated on the contract the warranty period
is 12 months from the invoice date on the entire unit except for the monobloc that follow a different warranty
line using Pro-Rata Temporis (please see how it works on Annex Il)

Warranty periods of accessories such as batteries, UPS, cables, dosimeters, flat panel detectors and
monoblocs follows a different warranty procedure line, please see Annex | at this Service Policy.

Warranty period can be extended by purchasing the Extended Warranty. This option can be purchased only
within the purchase order; any request for warranty extension will be refused.

The maximum warranty period is 5 years including the extended period.

Extended Warranty costs are indicated on Annex Ill

_— —_
[ B ' [
CERTIFIED : IQNET CERTIFIED

* RECOGNIZED
CERTIFICATION en

Pag 6 of 16



“sibis

X RAY SYSTEMS

3.2 Warranty Coverage

Warranty is applied only if the product is used correctly as specified in our User Manuals. If any misuse is

evidenced the warranty will not be applied.

e Warranty is applied only when the product is used under the general operating environment and purposes
specified in the user manual.
e When the unit is used in an environment that exceeds the indicated operating environment levels it is not

covered under warranty.

3.3 Repair Warranty

Repair warranty only applies to the defective part that has been repaired.
For products repaired through paid RMA, the repaired part will get 6 months of repair warranty.
e If the repair warranty is generated during the warranty period, and if the remaining warranty period is longer

than the repair warranty, the warranty period will not be extended.

3.4 Warranty Cancellation

e  When judged that the customer has intentionally damaged or disassembled the product, IBIS may withdraw

any existing warranty period and cease all its technical support service regarding the product.

4. Return Material Authorization (RMA)

4.1 Definition of RMA

e  “Return Material Authorization” (hereinafter “RMA”) is the process of returning and repairing a defective
product.
e  When IBIS determines that further analysis of the issue or repair of the product are necessary, it will proceed

with RMA under the consent of the customer.

4.2 Coverage and Classification of RMA

RMA cover only the products sold by IBIS.

Classification of RMA can be:

e v e
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o RMA at no cost: RMA will be free of charge when requested within the warranty period.
o RMA at Cost: in this case RMA will be charged when:
a. The product is found defective after the warranty period;
b. The product is found defective after using in the environments other than those
specified by IBIS;
c. The defect is caused by the customer’s misuse;
d. Customer’s misuse is found during the analysis of the defect.

For above cases b),c),d) RMA will be charged regardless of the warranty period.

4.3 General Procedure of RMA

1 Initiating RMA Procedure
a. Receive the RMA report and defect information from the customer.
b. Make an agreement with the customer about proceeding RMA.
o Issue RMA number within 3 business days from the time that both parties agree.
2 Proceeding RMA Procedure
a. Collect RMA product. Review, reproduce and analyze the issue.
b. Proceed with repair of the RMA product.

c. After finishing the repair, send the product back to the customer.

3 Closing RMA Procedure

a. The RMA procedure is closed when the RMA product is sent to the customer.
4 RMA Cancellation

a. Ifthe customer or the end-user does not want to repair the defective product, IBIS will cancel the
RMA procedure and return the product as it is.

b. After review and analysis, the product may be found unable to be repaired due to various
circumstances such as the discontinuation of the product or its components. In these cases, the
RMA procedure will be canceled, and the product will be returned under customer’s consent.

c. In other circumstances like when the repair is impossible or when the repair cost is higher than

the product price, the RMA procedure will be canceled under the customer’s consent.
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RMA Costs

RMA at No Cost: When determined to proceed RMA at No Cost, repair of the product is
provided free of charge.

o Yet, even though the product is initially brought in for RMA at No Cost, it may be
converted to RMA at Cost if customer’s misuse is discovered through analysis. In
this case, IBIS will announce the customer about the change and provide an

estimate. When the customer accepts the paid RMA, the repair will proceed.

Paid RMA: when determined to proceed paid RMA, diagnosis and repair of the product will be
charged to the customer under the consent of both parties, IBIS and its customer.

o Inthe case of paid RMA, the repaired product will be shipped to the customer after
receiving a corresponding repair fee.
o When the RMA procedure is stopped due to customer’s request, inspection and
other fees will be charged.
If the payment of repair cost is delayed for more than 6 months, IBIS will urge the customer to
pay the cost. After one year, it will be considered that the customer has given up its right about

the product.

Product repair cost or accessories price list is defined in Appendix 2.

4.5

RMA Exceptions

Under the following conditions, IBIS may refuse to proceed with RMA and provide explanations to the

customer:

1

The customer has disassembled or assembled the product without permission in an attempt to
fix the problem, without IBIS authorization.

It is determined that the user has intentionally damaged the product.

The product is sent to IBIS without following the correct procedure set by our company.

The product is unable to be repaired due to discontinuation of the product itself or the
components

needed for its repair.
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5. Regional Logistics & Applicable INCOTERMS

Logistics Contact Points

The basic logistics contact point is the IBIS headquarters and the Customer’s headquarter.

Yet, in order to prevent unnecessary logistics activities, IBIS Global Service Centers can become a
contact point upon the consent of both companies.

If the customer hand-carries the defective product from either overseas or the same country, IBIS
might not be able to deliver the repaired detector overseas directly.

The method of logistics can be changed upon the consent of IBIS and its customers.

Incoterms and Payment Terms

The transportation cost is charged to IBIS and its customer as below:

In any case, when delivering a charged or free product, the customer pays the transportation fee for both

directions.
Customer > IBIS (CFR, IBIS)
IBIS > Customer (EXW, IBIS)

The receiving party pays for the tariff and value-added tax.
In principle, payment in advance is demanded. However, the payment terms can be changed under the

consent of both parties.

6. Service Price Policy

Price for Spare Parts

A customer can purchase a spare part (hereinafter “S/P”) from IBIS.

Refer to Annex V for more details on the S/P list.

Under IATA regulations, batteries are classified as dangerous goods. Therefore, specialized packaging is
required, and additional cost will be charged for this.

A customer cannot purchase quantity less than MOQ (Minimum Order Quantity) if applicable for
requested spare part.

e v e
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6.2 Repair Prices

e  For paid RMA, the customer pays the repair fee set by IBIS.

e After analyzing the defective product, IBIS will inform the customer of the defect type, repair methods,
and repair cost.

e Once the customer agrees to the quotation, IBIS will begin the repair of the product.

e Repair priceis listed in Annex IV

6.3 Payment for spare parts and repair

e The payment of spare parts or repair costs is within 7 days from the invoice date of the goods or the
technical intervention. Any other payment method must be agreed in advance with the IBIS sales office.

7. Acceptance and Termination of Service Policy

7.1 Acceptance of IBIS Service Policy

1 IBIS Service policy is effective immediately after this policy document is delivered to the customer.

2 This policy can be changed after notifying the customer 10 business days before the date of the change.

7.2 Termination of IBIS Service Policy

1 IBIS may quit providing services to the customer who does not comply with this policy
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Annex | — Warranty period of Products

Category Details Warranty Remarks
IBIS Units Mobile Units Simply and 12 Months -Based on the date of product shipment
MatriX series, C-Arm Neeo -Monoblocs follow different warranty
series, CDR vet series terms (see below)
Monoblocs Rotating and static anode 12 Months Pro | -See details below
monoblocs. Rata Temporis
Tubes Any model 12 Months -Based on the date of product shipment
Batteries All batteries used in flat panel 6 Months -Based on the date of product shipment
detectors, UPS and any other
kind of battery inside the unit.
Peripherals Battery charger, AC Adaptor, 6 Months -Based on the date of product shipment
SCU (for flat panels). -One free replacement within the warranty
period
Other Dosimeters, Thermal Printers, 12 Months -Based on the date of product shipment
peripherals Keyboard, Mouse. -One free replacement within the warranty
period
IT Hardware | Workstation, fanless 12 Months -Based on the date of product shipment
computer, monitor (any kind
of monitor)
Flat panel All kind of digital flat panels, 24 Months -Based on the date of product shipment
detectors excluding batteries and -One free replacement within the warranty
related peripherals. period
Collimators All kind of collimators 12 Months -Based on the date of product shipment
K A K
IMQ S IMQ
%ERT\FIED : IR%Q‘ZEEDT %ERTIFIED
QMAINMA:;QGIEA%E vvvvvv M CERTIFICATION ~ quauy & %Ar}:;p«;»gxmm

Pag 12 of 16




“sibis

X RAY SYSTEMS

Annex Il - PRO RATA Warranty explanation

PRORATA Temporis Terms
Month VaI:: ;ef th;Iec\l:\IIaa:;:nty Guarantee to be recognized to IBIS (percentage on spare part value)

1 0/12i

2 0/12i

3 0/12i

4 3/12i 3 25,00%
5 4/12i 4 33,33%
6 5/12i 5 41,67%
7 6/12i 6 50,00%
8 7/12i 7 58,33%
9 8/12i 8 66,67%
10 9/12i 9 75,00%
11 10/12i 10 83,33%
12 11/12i 11 91,67%
13 12/12i 12 100,00%

Example: unit sold on 15 January. On 1 July the monobloc result damaged and evidence will be submit to IBIS the same day

(after 6 months from delivery/invoice). Monobloc will be replaced recognizing to IBIS 50% the value of the spare part.
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Annex lll - Extended Warranty Costs

Warranty Period

Notes

Price

12 Months / 1 Year

From delivery / invoicing

Pro-Rata Temporis of 12 Months on monobloc

Included

From delivery / invoicing

Included monobloc

5%

of the unit price

24 Months / 2 Years

From delivery / invoicing

Pro-Rata Temporis of 12 Months on monobloc

7%

of the unit price

From delivery / invoicing

Included monobloc

10%

of the unit price

36 Months / 3 Years

From delivery / invoicing

Pro-Rata Temporis of 12 Months on monobloc

13%

of the unit price

From delivery / invoicing

Included monobloc

20%

of the unit price

48 Months / 4 Years

From delivery / invoicing

Pro-Rata Temporis of 12 Months on monobloc

18%

of the unit price

From delivery / invoicing

Included monobloc

35%

of the unit price

60 Months / 5 Years

From delivery / invoicing

Pro-Rata Temporis of 12 Months on monobloc

25%

of the unit price

From delivery / invoicing

Included monobloc

45%

of the unit price

—— v e
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Annex IV — Repair price list

Type of repair Notes Price

IBIS Units Analysis, Evaluation, Inspection Fee € 300,00
Scrap of the unit by IBIS € 800,00
Return as it is (freight costs excluded) € 300,00

Flat Panel Detectors | Analysis, Evaluation, Inspection Fee by IBIS € 250,00
Scrap of the unit by IBIS € 500,00
Return as it is by IBIS € 250,00
Freight costs exluded
Analysis, Evaluation, Inspection Fee by Manufacturer * € 680,00
Freight costs from IBIS to/from manufacturer excluded
Scrap of the unit by Manufacturer * €2.100,00
Freight costs from IBIS to manufacturer excluded
Return as it is by Manufacturer * € 680,00
Freight costs from IBIS to/from manufacturer excluded

* Repairing costs for flat panels will be communicated before sending the unit to the
original manufacturer. In this case, if customer authorize the delivery to the

manufacturer, a fee charge will be requested in advance.

Other components | Analysis, Evaluation, Inspection Fee € 300,00
(dosimeter,accessories,
Scrap of the component by IBIS € 200,00
computer, monitor)
Return as it is (freight costs excluded) € 200,00
/\ ... /\
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Revision History

Rev. Date Item Revision contents

00 08.01.2019 All items First enactment

01 01.09.2020 4.0 - All items Create RMA and second enactment
02 01.01.2022 All items Third enactment

03 25.10.2022 6.0 Added 6.3

04 04-07-2024 2.3 Service hours

05 05-12-2024 All items Minor corrections

06 20-01-2025 First and last page Changed legal office
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