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MetroPCS XBM In-Warranty Process

Validate the handset is In-Warranty

e Attempt to duplicate the failure
e Make sure there is limited physical damage (good condition)
e No liquid damage (check the liquid detection label)

Inform the customer of their options to replace their in-warranty phone

Option 1: Manufacturer Warranty
e Give customer the contact information for that manufacturer (see page )
Option 2: XBM (Exchange by Mail) $10.00 charge

e Customer’s in-warranty issue must be duplicated at the time the requested handset is
claimed by the customer.

e Inform the customer that their exchanged handset will be available in 3 business days
from the day requested.

e Store representative will log onto the BroadTech website and request a FRU exchange
by mail for the customer.

e Store representative will set the expectation that the customer will pay $10.00 plus tax
at the time the requested handset is claimed by the customer.

Option 3: OTC exchange (Over the counter exchange)

e This option can be offered to the customer who requires a “same day” FRU exchange if
inventory is available.

e This is normal ESN/MEID FRU exchange using in the stock FRU at authorized* OTC
locations.

e Store Representatives at Non-OTC locations are required to refer the customer to the
nearest OTC location for “same day” exchange.

e Store Representative will set the expectation that the customer will pay $30.00 plus tax
at the time the handset is exchanged at the OTC location.
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Manufacturer Contacts

If the customer chooses the Manufacturer Warranty Option, provide the contact information below for

the individual manufacturer.

HTC: 866-449-8358
www.HTC.com/us/support

Huawei: 877-4HUAWEI
http://support.huawei.com/support

Kyocera: 800-349-4188 Option 5
http://www.kyocera-wireless.com/support

LG: 800-249-0000 Option 1
www.lge.com/us/support/repair/support-warranty-claims.jsp

Motorola: 866-289-6686 Say “cell phones”
www.motorola.com/consumers

Nokia: 888-665-4228 Option 2
www.nokiausa.com/get-support-and-software/repair-and-recycle/warranty

Samsung: 800-726-7864 Option 1, then 2
www.samsung.com/us/support

ZTE: 877-817-1759
www.zte.com.cn/en/products/mobile/handsetservices/index.jsp
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XBM — How to Request a FRU by Mail

To Create an XBM Order

Go to the BroadTech website https://www.unittracker.com

e Login to the website using the username and password provided. (see
MetroPCS ASR if not provided)

BroadTech

"Eveny Poseible Solution"

Username

Password

Identity Assured
$SL CERTIFICATES

Click on the Return Ship Notifications

BroadTech s metroPCS.

Main Menu Dswc| |

Returns Ship Notifications <
Exchange by Mail - Availability
Exchange by Mail - Status

Exchange by Mail - User Guide
User Maint

Powered by UnitTracker, Copyright @ 2001- 2012 TCC Technologies Inc., All rights resenved.
Last accessed: 02/07/2012 10:35:33 AM
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Select the RMA Type drop down, select XBM-Order, and click [New RMA].

Bl.‘ OadTCCh “Soeny Podsible Sotlution” metroPCS.

Ship Notifications Dswc| fi
I:I (v| | <Select BMA Type> [+ «—
<Select BMA Type>
FRU
Full Kit
Mixed (FRU / Full Kit)
Created HBM - Order
| Number | Type l_ Sk Card 1 |

|—L=m-.-m-.—_.-.-.-.J_| XBM_ O | 0| 01312012 055528 P | Delete

You will be prompted to the XBM created page, click on Add Units to XBM

Input the device information
e Select ESN Class dropdown and click on FRU Exchange
e Enter Customer and Handset information.
o For Dealers — Enter in <Customer MDN>

BroadTech =orwsw. metroPCS.

Adding Units Dswd] ]
XBM12013111C ixBm - order)
( Dealer Only MDN =
i ; P MetroPCS Number
FRU (v | <Select ESM Class> (v | | <CUSTOMER MDN> < ;
<Select ESM Class> being Exchanged
FRU Exchange | OEM Mode! Retum Reason | Allowance Amt

Returned \

N

‘Replacement| |

I Model [ oy
I Total | 0

o

Ship MNofifications

Decimal ESN/MEID
(Replp

Decimal ESN/MEID

Model ‘Type

Cust MDN ‘Alluwance

Class Reason

Model (Repl)

Entered By ’7

MetroPCS Confidential - XBM User Guide revised 4/13/2012 Page 6



metro-CS

Wireless for All.

Enter In-Warranty Handset Information
e Type /Scan Decimal ESN/MEID
e Select OEM
e Select Model
e Select Return Reason
o For Dealers — Select Allowance Amt - less than 30 days select 10 (only if
customer did not pay $10); more than 30 days select 0.
o Comment Box — Please elaborate on the issue the customer is reporting.

BroadTech - rusw.. metroPCS.

Adding Units Dswd]

XBM1204120V5 (xm - order)

Ship Motfications
FRU FRU Exchange <CUSTOMER MOMN>
‘Decimnl ESN/MEID | OEM | Maodel | Return Reason | Allowance Amt
<R >
Retuned |[123465763012345678 || Huawei M735_BLUE s ‘ 0

DA -FRU
Applications
Audia
Battery
Bluetooth
Call performance

Replacement | | Camerafvideo
DisplayTouch
Flip/Slide

Exchange by Mail [1¢heck Availability Keypads
Music player
Power

‘ S0 Card
Software lssue
‘ Name | TiltyG Sensor
“ibration
| Fhane not charging when plugged in

Customer Information

‘ Contact Number

Enter Customer Information

e Name
e Customer Contact Number

Click Check Availability — This will confirm the FRU model you selected is in stock at BroadTech
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Requested Model "HUA MZ735_BLUE" is Available

NOTE: If there is no inventory available you will be prompted with a substitute Model. If the customer
will accept a substitute, click [OK] if this is not acceptable to the customer click [CANCEL], go back to the
Main Menu of Logout. Inform the customer to come back at another time, contact the manufacturer for
warranty support, or other options that might be available.

Then click on Add Unit

BroadTech :wruwsw. metroPCS.

Adding Units Dswe| ]
XBM12013111C (x8m - orden

Subrit<ER | Ship Notifications
FRU V|FRU Exchange VI <CUSTOMER MDN>

‘ ‘Denimal ESN/MEID ‘ OEM | Model | Return Reason ‘ Allowance Amt
[ [ [
Returned ‘123455?5902 ‘ <Salect Mani> [ | <SelectModel> I‘ :25;?;;50“) [} 0 v
‘Replacement ” H| <Select Manf> ||| <SelectModel> ‘|

P E———
Add Unit Gt
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You will then be prompted to print a CLAIM TICKET to give to customer if desired.

Print Claim Ticket?

oK I [ Cancel

NOTE: Keep a copy of each claim ticket for store records.
The Claim ticket is formatted to print on most standard receipt printers as well as desk/laser printers.

Warranty Claim Ticket
04/12/2012 16:26
Fiinter
Name: | Dell Laser wS300n [ Propeties... |
Status: Toner low; 0 documents waiting
Type:  Dell Laser Printer W300n KL [¥)
where:  Front Desk
Comment I ] Frint ta file
Phint range: Copies
@Al Number of copies
OPages o1 | 1o
'E] Collate
Selection

Model HUA M735_BLUE
Customer Contact:

Mame: John Srmth
Phone: 123.456.785%0

After printing XBM receipt, you may add additional units or click SUBMIT XBM. To reprint a customer
claim ticket, click [Print] next to appropriate ESN. To delete an ESN transaction, click [Del] next to the
appropriate ESN.

Click Ship Notifications to return to the Main Screen.
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XBM — Receiving Handsets at your location

When FRU arrives at your location — Go to the BroadTech website

Select Exchange by Mail Status

BroadTech

Eueny Posaible Solution” metrOPGS

Main Menu Dsw|

Retums Ship Motifications
Exchange by Mail - Availability
Exchange by Mail - Status ¢—m0—o—

Exchange by Mail - User Guide

User Maint

Powered by UnitTracker, Copyright ® 2001- 2012 TCC Technologies Inc., All rights resenved.
Last accessed: 02/07/2012 10:35:33 AM

Click [Receive Units]

BroadTlech

"Eueny Posaible Solution’ metro PCS

Exchange by Mail Dswec |

L |

Mo XBM Open

_ |
(vanvins [ Logou | |

Oty Allowwed - 1..50

<AL |

Created -0 7

Ordered -2

[ RMA | ESN | Name Contact

Meodel/'Sub Sub
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Enter "UPS Ref 1" or "UPS Tracking” or "ESMN" from Shipment

OK H Cancel ]

The above message will populate

Scan an ESN from the shipment or the tracking number into the pop up box and click [ok].
Confirm the number of units to receive in the order.

Contact all customers involved in received shipment to inform them their handset has arrived.

You can text them using http://mint.metropcs.com/markets/sms/default.aspx

If you do not have your username/password for the MINT please contact your ASR.

—
Qty Allowed - 1,50

Created -0

Ordered -0

Shipped -2

‘ RMA ‘ ESN ‘ Name ‘ Contact ‘ ModeliSub |Submitted sgrmgd‘ S ‘N:t?f?:d Disposition
. | |

('“" T T o BREUN [T OMIRE [ Tygpgzg [T ”“‘”“‘5_

Received -1

‘ RMA ‘ ESN ‘ Name ‘ Contact ‘ Model/Sub | Submitted Shipped‘ Received ‘Nt::tli‘f?:d Disposition
oo — o A — ot (o] | 0

Click [Notified] to indicate the customer has been contacted.
When notifying the customer either text message or by phone, set the expectation that the customer
has 7 days to pick up their XBM FRU.
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Dispositions
When the customer comes to the store to claim their requested handset
1. Re-evaluate for In-Warranty conditions
2. Employee charges customer a $10 Exchange by Mail fee plus tax
Go to the Exchange by Mail screen
Select dropdown option delivered to the customer that has came to pick up their XBM FRU.

Notified - 2

Cust

Submitted Notified

‘ ‘ ESN ‘ Name Contact ‘ Model/Sub Shipped

Received ‘ ‘ Disposition

11:62a

MET20E I [
‘UJ TLUT |UJ:JJU|

‘XBMQDSQ?DJT‘2?0113180313513502‘LISETHARAGON ‘3053052330 ‘HTCWiIdFireS ‘narzmmz ‘narzmmz ‘nmarzmzn-sna ‘0410312012 ‘
| I

803201 ;[ D
elivered
rocs e " ‘H 53a | Feturned

{=1ppran) TTr LU= tak JulRp= 1N A u)a) R N Ly R S L [t E Ry
| [ |ADMIRE

Next the system requests to enter the ESN of valid XBM FRU unit scan in the ESN of the FRU being given
to the customer and click [OK].

Note: If the customer does not pick up their XBM FRU within 7 days, select the Returned option. You
will then follow the prompts to scan in the ESN of the XBM FRU.

At this point the system will prompt you to create an RMA for this unit. If an RMA is already open, the
unit will be added.

Note: If an open XBM has already met its max count of 50 units, the system will not allow you to
disposition any other units until the open XBM is submitted.

Corporate Stores Only: If you wish to convert the handset into your inventory prior to 14 days, go to the

Exchange by Mail Status screen and select converted from the dropdown. Converted units are now part
of the store’s inventory. To Return a Converted unit to BroadTech, go to the Return Ship Notification,
select <RMA TYPE>, FRU, Create New RMA, then return the unit as “Overstock” Reason- “Unknown
Condition”.

Note: XBM orders that have reached 10 days since submission will have the disposition box highlighted
in yellow, 14 days red. Dealers can be charged FULL RETAIL PRICE for that model if they do not return it. Dealer’s
records will continue to be outstanding and appear on the “No Disposition” report generated by Corporate
Logistics. It is the responsibility of each market to ensure no dealer XBM orders are over 14 days without the
dealer returning the handset to BroadTech or completing the order with the end customer.

Now the “Exchange by Mail” status page is updated. You can now select another XBM request to
update, close out and return later or proceed to processing returns back to BroadTech.
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Shipping Handsets Back to BroadTech

When you have reached 50 units to return OR once a week, from the main menu choose the Exchange
by Mail option.

You will then see an open XBM ready for return

Br OadTCCh “Eneny Possible Solution” metropCS.

Exchange by Mail Dswe| |
L1

: [ XBM12020513V
Retm Gty 17
£, >
Oty Allowed - 150
A

Created -0

Ordered -0

Shipped -0

Received -0

Notified -5

| RMA | ESN | Name ‘ Contact | Model'Sub |Submitted | Shippe
Click [View], these are the units that are ready to be returned to BroadTech.

This group of handsets should be all of the defective handsets from the customer’s disposition
as “Delivered” or handsets disposition as “Returned” if the customers have not picked up within 7 days.

| OMI2050513Y
- Return Qty: 17
ompletad Fietum to ALL

City Allowed - 1..50

) . . . Cust R Clear
| RMA ‘ ESN | Name ‘ Contact | Model/Sub Submitted | Shipped ‘ Received | Notified | Disposition Disp
Daganiz  [DElvered-
[MEM1 2030513V 27011315031 3661 443 |WONNE DE LA TORRE 7064084705 |HTC WildFire & 03262012 (DIIB01Z 03282012 03:26p T 0312812012
: , 04:51p
212012 Delivered -
[HBIM1 2030613V | 2684354608057 40188 |FELIX GUZMAN 705.331.2082  |SAMR720_RADMIRE (03202012 032002012 (0302272012 10:38a / fo 0312412012
n3:58p
M/ nai2aianez  [DElvered-
EIM1203051 3 |BA0DN0BNOBATA2  |LARRY WASHINGTON 7082046876 (LG MS9I0Estesm (038012 03202012 032372012 1046 T 22413012
3530
baz0i2017  [PElvered-
BN 1 203051 3 | 2604354B021 41 74683 | ACEY PINKARD TT027EG297  |SAMRT20_RADMIRE |N3ABR01Z  N3ABR01Z  0H20/012 0154p At 212312012
; 2330
a1z [Delvered-
[MEM12030513V |BA000028612781  |JALEESA HAWKING 5787191061  |3AM RB20 0312012 (DHINA0IT 0323012 01:28p i 0312312012
: 02:00p
naipnz  [Delvered-
[MEM1 2030513V 2701131501 04345714 |SEAN SAUNDERS 4043723508 |LGMIEO0 Optimus  |(D3AB01Z  03AEZ01Z  |0320:2012 01:54p T 03122i2012
04:14p
naiaziansz  [Delvered-
[MEM1203051 3V |9O0000B01 82382 |SHARON WHATLEY 40497408062 (LG MSS10Esteen  |D3A9R01Z 03202012 (03222012 10:388 LG 0312202012
n2:33p

To remove a handset from this group, click [Remove]. This will send the ESN back into your inventory.

If you are ready to process click [Submit]
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Verify models and quantities being shipped back; click [Submit] to transit to BroadTech.

Fill in the appropriate information in the fields below. Click [Print UPS Label], then [ok].

1) Press OK to Generate Label

2) Print Label (From PopUp window)

3) Scan Tracking Number (Then press "TAB")
4) Submit RMA

UPS Label will be generated within the next tab.

REMINDER: UPS restrictions mandate only 1 printing per label. If you seem to have missed or exited out
of the label without printing, we suggest that if you have another shipment you will be submitting that you put
both in the same shipment - - please label the phones with the XBM number they belong to.

AMIN LAKELANT
P 10 LBS 10F1

LM n
BOCKMART GA 30153 o b
RS 5 2
I 3
SHIP TO: Iy & =
BROADTECH m = =]
B =

1401 TAKE WAY DR.
SUITE # 1401-A

LEWISVILLE TX 75057

TX 764 9-20

UPS GROUND

TRACKING #: 124 1X2 984 90 9140 6025
DRSC: No Specified

RETURN SERVICE

Refetence No.L: KEML 2030513V
Relerence No.2: mweiro ATL/S0SETAELMEDSWE (U7) .

WRIM 203051 30

TETESET PUTg  SUoIRIo] puld

198|185 UDIIED0| Sd 358502 JNoA puy oL 'Rog doud Sdn AUE 38 peidanoe
ale (pUNOID Sdn BlA JUSS SLINjad BUpnjou) <SLIn3ay Sdn Bla Juas swaj]

'SEINS0[D 40 SWESS AUE JBADD 0} J0U 848D S3EL '[BQE| SJ3US 843 JaAD

adel Buiddius onseid aeaio Buisn 1I@0el paDIoL AUl KUIE ‘UINOd B @ABU 10U 00 NOA 1T

BILLING: B/

JBWOIENT Sdn “@BJ01S Sdn 8yl 40 Uoiledo| Aue 01 aBeyoed syl 8YEl =

s J3AUp Ayl Joy Apead (s)uawdiys nod anBH suEwWo3snd dn yaid Ajleg m
‘nod Jeau L1aing Buiddiys pazuoying Sgn Aue uo “wog doug Sdn daiuan
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Once the Label has been created, return to the your BroadTech site, enter the tracking number
on the label in the tracking number field

Br OadT(i‘Ch “Euery Possible Solutiosn’ metropCS.

Submitting Dswe | ]

XBM12030513V . |

XBM Reference

XBM Reference2

Email "CC”™

Package Type 50 Count

Weight 10

Height 7

| VWidth [ [1s

| Length | 15

| Ship Method | UPS - Ground Required befare printing UPS label

Fequest Fackage Fick-TIp

Frint LIFS Label

| Carrier |

[ Tracking Number  [121x29843091 406025

Concei

L& Required - Enter then TAE to =nable "Submit"

[ tdain kdenu ][ Logout ]

Click [Submit]

Note: Each location will need to return XBM handsets on a weekly basis. Keep in mind that all XBM
handsets should be processed and/or returned within 14 days of original request.
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Things to Remember

Who will we contact if you have any issues with the process of requesting a XBM or processing an OTC
exchange? For all issues, please contact your local Metro PCS support team.

Who will | contact if | have forgotten or requesting a new username or password? Contact your Metro
PCS Indirect Account Manager.

Who will | contact to remove a user from an account? Contact your Metro PCS Indirect Account
Manager.

A processed RMA for Exchange by Mail can only include request for exchange by mail. NOT OVER THE
COUNTER FRU EXCHANGE OR TRADE IN.

Each location will need to return XBM handsets on a weekly basis. Keep in mind that all XBM handsets
must be processed and/or returned within 14 days of original request or the dealer may be charged
FULL RETAIL PRICE for that model.

When submitted an XBM for return, place the tracking number in the tracking number field then tab
over and click [SUBMIT].

ESN’s will not be duplicated in the BroadTech site. If you have a customer that has returned to exchange
a previous XBM, please refer them to another location or corporate store.

Definitions of Dispositions:

Delivered — When requested XBM Handset is claimed by customer and will prompt you to being the
return process to BroadTech

Converted — When the original requested customer fails to claim a requested XBM handset, the handset
is converted into store inventory and can be used for OTC exchanges — Corporate Stores only.

Returned — When the original requesting customer fails to claim a requested XBM handset and the
requesting dealer returns the originally shipped FRU back to BroadTech.

530 OTC - Customer Expectation

All locations that include non exclusive / exclusive dealers and DSWC locations will set the expectation s
for all customers requiring a “same day” in-warranty exchange.

Customers may choose to have a guaranteed replacement phone in 3 business days for ALL IN Warranty
issues! Or... for those customers needing SAME DAY IN Warranty service, customers may visit one of
several OTC locations.

“Same DAY” OTC Service Fee — $30.00 + tax.

*Evaluation for IN Warranty Issues / conditions is to be performed by authorized personell in authorized Metro
PCS customer service centers.
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