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Smartphone Products Limited Warranty and Optional Coverage  
for Communications Systems 

Territory: United States and Canada 
 
1. Motorola Product Warranty. 

The Vocera smartphone is manufactured by Motorola and comes with a twelve (12) month 
Motorola limited warranty.  For details of this included coverage, including exclusions and sole and 
exclusive remedies see www.motorola.com/Business/US-EN/Support/Motorola+Product+Warranty. 
 
2. Summary of Optional Coverage. 

In addition to the standard coverage described above, Motorola offers optional coverage for 
diagnosis and repair of products damaged through accidental breakage or normal wear and tear.  
Optional must be prepaid for a one-year, two-year, and three-year at the time of smartphone 
purchase.  Pricing will be quoted upon request.  This coverage provides for product repair at a 
Motorola-operated or supervised facility that employs the same test equipment and fixtures used in 
the manufacture of the equipment.  Under this optional coverage, products are diagnosed and 
restored to factory specifications via: 

•  Repairs, alignments, adjustments, and restorations, if appropriate, of any covered product(s) 
that malfunction while being used within the operational and environmental parameters 
specified by Motorola. 

•  Product updates, if applicable, as may be defined occasionally by Motorola Engineering 
Change Notices. 

This optional coverage is subject to the additional provisions set forth in Section 3 below. 
 
3. Details of Optional Coverage. 

3.1 Motorola Responsibilities 

1.  Motorola will provide service center repair with an in-house turnaround of three (3) 
business days. Turnaround time represents the time a unit spends at Motorola in the 
repair process; it does not include time in transit. Turnaround times are a target and 
are not a guarantee. 

2.  Motorola will provide ground shipment on all outbound repairs to specified 
customer delivery location and bear all costs and risks associated with 
transportation; or, ship units via customer-designated carrier and method, 
charged to customer’s account. 

3.  Motorola will ensure units will perform within the operational and 
environmental parameters specified by Motorola for 30 days from date of 
return shipment. 

4.  At the time an eligible Vocera smartphone is returned to the service center for 
repair, Motorola will replace damaged battery doors (where applicable). 
Motorola will only replace missing battery doors (where applicable) if indicated 
by the customer on the return material authorization (RMA) form.  

5. Motorola will repair accidental damages to internal and external components 
that occur during normal use. Specific examples of items included under 
comprehensive coverage include restoring, repairing, or replacing: 
a.  Damaged housings 

b.  Cracked or broken plastics 
c.  Cracked or broken displays 

http://www.motorola.com/Business/US-EN/Support/Motorola+Product+Warranty
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d.  Cracked or missing keyboards/keypads 
e.  Missing or broken triggers 
f.  Cracked or damaged exit windows 
g.  Missing or damaged battery doors, where applicable 

6.  Upon approved request, customer is granted the right to use and copy available 
software releases under the terms and conditions specified in Sections 12 and 13 of 
customer responsibilities below. Motorola will update any associated documentation, 
if necessary, within a reasonable time after a software release is published. Software 
releases are defined as:  

a.  Maintenance releases defined as the collection of cumulative error corrections, 
which may include enhancements to the existing functionality or performance of 
the software, and/or  

b.  Patches (“bug fixes”) defined as software changes released to correct verified 
software errors in the current version  

NOTE: New software releases, such as major operating system version updates 
or other software releases that provide significant new functionalities or 
performance (“major releases”), are not included 

7.  Motorola will provide patches (“bug fixes”) to the current software version (defined as 
the version shipping with the product on the date purchased by customer) until the 
first production ship date of the next maintenance release. After this date, correction 
of software errors may require installation of the new software release (to the extent 
customer is entitled to receive it). Motorola may, in its sole discretion, provide support 
for older or discontinued software versions; special support pricing may apply.  

8. Motorola will provide access to its customer support website, 
www.symbol.com/support, on which Motorola may occasionally publish information 
relating to current errors and workarounds. This site may also provide information 
about future software releases (as herein defined) and related products, as well as 
access to software documentation, specifications, technical literature, and more. 
Motorola reserves the right to modify or discontinue all or part of its customer 
support website at any time.  

 
3.2 Customer Responsibilities 

1.  Customer must contact Vocera support center to assist in diagnosing if a repair is 
required.  

2.  Customer must provide a complete list, preferably in electronic format, of all hardware 
serial numbers to be covered under the service agreement. Serial numbers for any 
covered cradles or other accessories must also be included. Serial numbers must be 
provided prior to the first request for service.  

3.  Prior to returning products for repair, customer must request an RMA number for 
entitlement, tracking and shipping labels by visiting: www.symbol.com/rma. This site 
provides details on how to obtain an RMA, and ensures that product repairs are 
completed as quickly as possible.  

NOTE: Units received at the service center without an RMA number may be 
returned in order to obtain the appropriate information for quick repairs.  

4.  When obtaining an RMA, customer must indicate which accessories, identified by part 
number and/or description, require replacement. If the RMA is initiated through the 



 

Vocera Communications, Inc. 
Smartphone Products Limited Warranty and Optional Coverage for Communications Systems 935-00017 Rev A 11041531 Page 3 of 4 

portal, customer must include this information in the free text comment field. In 
EMEA, an RMA must be obtained prior to sending unit for repair. RMA requests 
must be sent to Motorola’s support center.  

5.  Customer must package all items to normal commercial standards. Motorola original 
packaging is recommended. Customer must also ensure the RMA number is clearly 
visible on the outside of the package.  

6.  Customer must provide for the safe transport of products to the service center. 
Customer must bear all risks associated with this transportation. If units are shipped 
via customer-designated carrier and method, customer must also bear all costs 
associated with this transportation.  

7.  If required for complete diagnosis or remedy, customer must allow for remote system 
access.  

8.  Customer must register with support central (www.symbol. com/support) and obtain 
login access prior to requesting software downloads from Motorola. Requests to 
download software releases are completed by submitting the “request download” 
form on support central.  

9.  Customer must promptly implement all software releases downloaded from 
Motorola’s customer support website, or otherwise provided by Motorola.  

10. Customer must supervise, control, and manage the use of the software. Customer 
must also implement procedures for protecting its personal information and backup 
facilities from unauthorized access in the event of errors.  

11. To provide software releases and workarounds, Motorola may require customer to 
upgrade hardware and/or software systems, at its own expense, to Motorola’s 
currently supported versions of system components.  

12. Customer agrees to use, copy, or download only those software releases for which it 
has received explicit approval from Motorola to obtain from Motorola’s customer 
support website. This entitlement is granted only for the specific serial numbers of the 
products covered by this agreement, and does not include rights to provide copies, 
transfer, or otherwise distribute any release of the software to any other product or 
any third party. If customer is found in noncompliance with this condition, Motorola 
reserves the right to invoice for any support charges necessary to obtain compliance, 
discontinue support, or take other action as it deems appropriate. Motorola reserves 
the right to audit customer records using an independent third-party auditor to verify 
compliance.  

13. Customer is responsible for complying with the terms of all relevant end-user license 
agreements pertaining to the software. Motorola reserves the right to suspend its 
provisioning of support or take further action if the customer is found in violation of 
such license agreements.  

 
3.3 Limitations and Restrictions  

1.  Customer will incur additional charges at the prevailing rates for any of the following 
activities, which are not covered under this agreement:  

a.  Replacement of consumable parts or accessories, as defined by product, 
including but not limited to batteries, cables, print heads, carrying cases, 
paper, diskettes, tapes, and ribbons  
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b.  Repair of problems caused by natural or man-made disasters, including but 
not limited to fire, theft, and floods that would cause internal and external 
component damage or destruction  

c.  Repair of problems caused by third-parties’ accessories or peripherals not 
approved in writing by Motorola for use with the product  

d.  Repair of problems caused by using the device outside of the product’s 
environmental specifications or repaired by a third party  

e.  Repair of problems caused by unauthorized alterations or attempted repair  

f.  Non-remedial work, including but not limited to administration and 
operator procedures, reprogramming, and operator or user training  

g.  Problem determination and/or work performed to repair or resolve issues 
with non-covered products; for example, any hardware or software 
products not specifically listed on the service order form  

h.  Performance of any file backup or restoration processes other than remote 
archive and restoration, if that option is purchased  

i.  Completion and test of incomplete application programming or system 
integration if not contracted by Motorola and specifically listed as covered  

j.  Use of software releases except as provided for under the responsibilities 
outlined in this document 

 
4. General. 

4.1  Governing Law.  If End User’s principal use of the Hardware is in the United States (a) this 
Limited Warranty is governed by the laws of Delaware, excluding its principles of conflict of laws 
and (b) in any claim hereunder, the parties consent to the non-exclusive jurisdiction of, and venue in, 
the state and federal courts situated in Delaware.  If End User’s principal use of the Hardware is in 
Canada (a) this Limited Warranty shall be governed by and construed according to the laws of the 
Province of British Columbia and the federal laws of Canada applicable therein, excluding its 
principles of conflict of laws and (b) in any claim hereunder, End User consents and hereby submits 
to the non-exclusive jurisdiction of, and venue in, the courts situated in the Province of British 
Columbia (including the federal courts sitting in such province).  The United Nations Convention on 
the International Sale of Goods, and any local implementing legislation shall not apply to this Limited 
Warranty.   
 

4.2  Language.  If a version of this Limited Warranty exists in a different language, the English 
language version shall prevail to the extent of any inconsistency. 
 
 


