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Customer Journey

Contact Segen Tech Support If cannot resolve remotely, Segen will

My Product has a fault . : .
who will try to resolve remotely Request return to Segen for diagnosis

Customer can order
replacement or await
outcome of diagnosis

Segen Shortlist Faults Complete Digital RMA Form
Unit gets returned to Segen Segen to access fault

Not on Segen Shortlist
Fault

Send customer detailed

RMA Information Form

Return Unit to Segen Lab

For assessment Send detailed fault record

to James for assessment

On arrival Segen make fault
No fault found/User fault report and diagnose

Key account customers
receive a hot swap
option.

Fault Found — customer is
Unit offered back to Customer receives offered replacement or credit.

customer — no credit product or credit
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