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This SSG applies to the performance of IBM System x Warranty Service  
For use in the following countries: 

 

For use in the following countries: 
 
Albania, Algeria, Angola, Armenia, Azerbaijan, Bahrain, Belarus, Benin, Bosnia-Herzegovina, Bostwana, 
Burkina Faso, Burundi, Cameroon, Cape Verde, Central African Republic, Chad, Congo, D.R. of Congo, 
Cyprus, Djibouti, Egypt, Equatorial Guinea, Eritrea, Ethiopia, Finland, Former Yugoslav Republic of 
Macedonia-FYROM, French Guyana, French Polynesia, Gabon, Gambia, Gaza/West Bank. Georgia, 
Ghana, Guinea, Guinea-Bissau, Israel, Ivory Coast, Jordan, Kazakhstan, Kenya, Kirghizia, Kuwait, 
Lebanon, Lesotho, Liberia, Lybia, Madagascar, Malawi, Mali, Malta, Mauritania, Mauritius, Mayotte, 
Moldavia, Morocco, Mozambique, Namibia, New Caledonia, Niger, Nigeria, Oman, Pakistan, Portugal, 
Qatar, Russia, Rwanda, Saudi Arabia, Senegal, Serbia and Montenegro, Syria,Sierra Leone, South Africa, 
Swaziland, Somalia, Tajikistan, Tanzania, Tchad, Togo, The Comoros, The Seychelles, Turkey, 
Turkmenistan, Tunisia, Uganda, Ukraine, United Arab Emirates, Uzbekistan, Yemen, Zambia, and 
Zimbabwe. 
 
 
For the following countries: 
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Bahrain, Bostwana, Burundi, Eritrea, Ethiopia, Gambia, Ghana, Jordan, Kenya, Kuwait, Lebanon, 
Liberia, Lybia, Malawi, Malta, Nigeria, Oman, Qatar, Saudi Arabia, Sierra Leone, Somalia, Tanzania, 
Uganda, United Arab Emirates, Syria, Yemen, Zambia, and Zimbabwe.  
 
additional provisions are specified in the "Support Service Guidelines Supplement” and are hereby 
incorporated by reference and are an integral part of this document for these countries. 
 
For the following countries:  
 
Algeria, Benin, Cameroon, Cape Verde, Central African Republic, Chad, Congo, D.R. of Congo, 
Djibouti, Equatorial Guinea, French Guyana, French Polynesia, Gabon, Guinea, Guinea-Bissau, Ivory 
Coast, Madagascar, Mali, Mauritania, Mauritius, Mayotte, Morocco, New Caledonia, Niger, Senegal, 
Togo, The Comoros, The Seychelles and Tunisia.  
 
additional provisions are specified in the "Guide des Conditions et Application du Service de Garantie" 
and are hereby incorporated by reference and are an integral part of this document for these countries. 
 
 
 
 
For OpenPower products in the following countries: 
 
Angola,Algeria, Bahrain, Benin, Botswana, Burkina Faso, Burundi,Cameroon, Central African,Cape 
Verde, Republic, Congo, D.R. of Congo, Djibouti, Egypt, Equatorial Guinea,Eritria, Ethiopia, Gabon, 
Gambia, Ghana, Guinea, Guinea-Bissau, Ivory Coast, Jordan, Kenya, Kuwai, Lebanon Palestine, 
Lybia, Malawi, Mali, Malta, Mauritania, Mozambique, Niger, Nigeria, Palestine, Oman, Pakistan, 
Qatar, Rwanda, Saudi Arabia, Senegal, Syria, Tanzania,Tchad, Togo, Uganda, United Arab Emirates, 
Yemen, Zambia, Zimbabwe. 
 
additional provisions are specified in the "Support Service Guidelines Supplement” or in the "Guide 
des Conditions et Application du Service de Garantie" and are hereby incorporated by reference and 
are an integral part of this document for these countries. 
 
 

Preamble 
 
Some of the wording found in this document is duplicated from your 
applicable agreement and is included in this document for informational 
purposes only. The terms of your applicable agreement will prevail in case of 
any conflict of terms. 
 
 

Introduction 
 



In order to assure and improve the consistency and quality of delivery of warranty 
service to end users, IBM has created a set of service quality standards by which all 
warranty and service transactions for approved IBM  
Products should be conducted.  
 
This document outlines the requirements to be met by each of your Service 
locations before IBM will approve you to provide IBM Warranty Service. The 
document also outlines the requirements you must meet to retain approval to 
provide IBM Warranty Service.  
 
 
 

Warranty Service Provider Responsibilities  
 
1 Application Criteria  

The following details the minimum criteria, common to all Products subject to 
this program, necessary for each IBM Business Partner and each of its service 
locations applying for approval to become an IBM Warranty Service Provider 
for applicable IBM Products. 
 
1.1 Each Business Partner must : 
A) have a current IBM Business Partner Agreement for IBM System x 
Products (authorising you to purchase directly from IBM) 
OR 
B) have a Partnerworld Agreement at Premier or Advanced Level and have 
achieved a minimum of either $50k of System x SystemSeller revenue or 
$100k of System x total hardware revenue at an enterprise level, purchased 
from - and as reported by - Distributors approved under an IBM Business 
Partner Agreement for IBM System x Products. 
 
Provide a support structure for managing customer warranty problems which 
include the following : 
Technical Call Screening 
Warranty Entitlement Checking 
Call Management 
Maintain a process that ensures a high and consistent level of customer 



satisfaction as measured through service delivery evaluation. 
Operate a Quality Management System (such as ISO 9000 or equivalent) 
which can be demonstrated at IBM Warranty Service Provider Reviews and 
which encompasses the following : 
Maintenance Parts Control 
Maintenance Service Processes/Performance 
Customer Call Handling and Problem Resolution 
Technical Education 
 
 
2 Warranty Service Provider Criteria  

In addition to the above application criteria, the following ongoing IBM 
Warranty Service Provider criteria must all be met by each IBM Warranty 
Service Provider and each of its service locations to maintain IBM Warranty 
Service Provider status. 
 
2.1 Each IBM Warranty Service Provider must : 
Meet Warranty Service Delivery Conditions. See section Warranty Service 
Delivery Conditions for further details. 
Maintain records of their details (current contact names, addresses, phone 
numbers and trained service personnel) on the ServiceBench Internet site. 

2.2 Each service location must : 
Be recorded under the "Details of Our Relationship" section of your IBM 
Business Partner Agreement or the IBM Warranty Service Agreement. 
Meet Warranty Service Quality Conditions. See section Warranty Service 
Quality Conditions for further details.  
Maintain sufficient stock of original IBM parts to support product warranty 
service response time and to maintain high level of customer satisfaction. 
Have a minimum of 2 service technicians per service location approved 
through the IBM Warranty Education Program and maintain this level of 
education through attendance at any Warranty Education update as required 
by IBM. See section Warranty Education Program for further details. 
Participate in the implementation of Safety, Recall, Rework or Engineering 
Change announcement (ECA) which affects Products.  



Ensure dedicated system access to IBM's Warranty Claims System and 
Technical support sites at each location. 
Submit all warranty claims electronically via ServiceBench or any other 
Warranty Claims system that IBM may introduce. 

Warranty Service Delivery Conditions 
 
Customer Carry-In Repair (CCR) 
The defective product is repaired at IBM's - or IBM Warranty Service 
Provider's location and made ready for collection before end of 4th business 
day, after the day of carry in by the customer.  
 
IBM On-site Repair (IOR) 
IBM or an IBM Warranty Service Provider dispatches a trained technician to 
repair the IBM product at the customers premises, entitlement for on site 
warranty will be as per the announced terms for the Product. 

 

 
 

Warranty Service Quality Conditions  

 
The following Warranty Service Quality measurements and targets apply to 
IBM Warranty Service Providers: 
 
Warranty Service Quality Measurements 
The Service Quality Measurements have been simplified and are now reduced 
to Performance Index and valid claims volume in separate measurements: 
 
 
 
Performance Index (PI) is calculated from a formula with a mix of two 
different measurements and their respective weighting factors of 50%. The 
two measurements are: 



First Time Fix (FTF) means a repair action that leads to a Machine 
problem resolution, when there has been no initiated warranty 
claim for the same Machine during last 30 days.  
 
Parts per Claim means an average of spare parts usage per 
warranty claim, measured on those claims where parts are used. 

 
The Performance Index calculations are based on the average performance of 
the Brands the IBM Warranty Service Provider have serviced in the period. 
The Formula is: PI = ((FTF*0,5) + ((1/PPC)*0,5))*10. 
 
 
Warranty Service Performance Targets 
A minimum performance level is set in each of the above measurements 
which must be achieved by the IBM Warranty Service Provider to maintain 
IBM Warranty Service Provider approval. 
 
The Minimum performance targets are: Performance Index 8.0, Lower 
Performance Index score will trigger a Business Partner action/improvement 
plan and IBM may withdraw the approval to perform IBM Warranty Service 
for Products after 3 months notice. 

Review  

 
Your approval as an IBM Warranty Service Provider is based on a service 
location basis and will be reviewed quarterly based on performance according 
to the Warranty Service Quality Conditions.  
 
Your IBM Warranty Service Manager will also review your compliance to 
each of the criteria stated in these Service Support Guidelines by visiting your 
service locations, for which review IBM may require your assistance. This 
review will take place at regular intervals, agreed between both IBM & the 
IBM Warranty Service Provider. 
 
If any service location(s) fail to meet the criteria’s stated in these Service 
Support Guidelines (including training requirements and performance), it will 



trigger an IBM Warranty Service Provider action/improvement plan and IBM 
may withdraw the approval to perform IBM Warranty Service for the affected 
Products after 3 months notice. 
 
An IBM Business Partner can not apply to become an IBM Warranty Service 
Provider again within 1 year from the date approval was withdrawn. 
 
New IBM Warranty Service Providers will be allowed a 6 month period to 
achieve minimum service levels and service quality will be monitored 
throughout that period. 
 
Information of performance against the Warranty Service Quality 
Measurements will be made available on a monthly and quarterly basis for 
continuous reference and possible actions.  

 

Warranty Claims Procedures  

 
Warranty Claims System: 
All warranty claims should be submitted electronically through ServiceBench. 
The Internet address is http://www.servicebench.com/branding/ibmxemea 
The IBM Warranty Service Provider is required to complete all mandatory 
fields within this electronic form. The claim request cannot be sent 
electronically to IBM without completion of these fields. 
 
All warranty claims should be validated before being submitted electronically 
to ensure IBM Warranty Service is performed only on eligible IBM Machines, 
per IBM’s guidelines and within their applicable Warranty Period. 
All claims must be submitted within 15 days of the Machine failure to qualify 
for labour reimbursement.  
 
Labour Reimbursement:  
The rates and methods for labour and travel reimbursement shall be 
determined by IBM and can be obtained from your Warranty Service 
Manager or local IBM warranty team. 
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Invoices for performed IBM Warranty Service must be received by IBM within 
90 days from the date IBM sent you an advice note to qualify for payment. 
 
Cross Claims: 
 
Unless otherwise specifically described in the "Guide des Conditions et 
Application du Service de Garantie" or the "Support Service Guidelines 
Supplement” for applicable countries, then IBM may provide you with a 
replacement part before receiving the defective part in the IBM warehouse, 
this is known as a Cross Claim. All defective parts, related to such claims, 
delivered in advance by IBM, should be returned to IBM within a maximum 
of 15 calendar days, or as established and communicated in the country if the 
return period is shorter, from the claim submission or will be subject to 
charge. 
 
 
For further help and questions on how to use ServiceBench, how to get access 
and the associated processes and reimbursement rates within your respective 
country, please contact the EMEA Business Partner Warranty Support Centre 
via email at ebpwsc@uk.ibm.com 
 
ServiceBench.com 
 
It is possible for an IBM Warranty Service Provider to view its own IBM 
Warranty Service performance on the ServiceBench.com Internet site and the 
performance reports will be made available on an ongoing monthly and 
quarterly basis. 
 
The ServiceBench.com Internet site may contain information such as: 
 
Monthly / Quarterly Service Performance Records 
- Performance records monthly / quarterly 
- Performance records per brand 
- Customer satisfaction data 
 
Warranty Claims information 
- Claims history 



- Claim reporting 
 
Access to ServiceBench will be provided via your unique Company ID and 
your Personal ID and Password. These will be provided by your company 
Service Manager when your company has been registered in IBM’s 
ServiceBench System as a Warranty Service Provider. Your company Service 
Manager will be able to create all user access to ServiceBench as required by 
your company. Please contact your IBM Warranty Service Manager who will 
be able to advise further. 
 
 
 
 

Warranty Education Program :  
 
Your service technicians must complete, and keep up to date, the training 
requirements that IBM specifies in the IBM Warranty Service Provider 
Training Roadmap (the latest roadmap can be found on the ServiceBench site 
under ‘My News’) 
 
The IBM Warranty Service Provider Training Roadmap is differentiated by 
IBM Products, to provide the knowledge and skills required to deliver IBM 
Warranty Service. Passing the tests of the mandatory courses described in the 
roadmap above will be required for new service technicians to be approved to 
provide IBM Warranty Service on Products. 
 
The IBM Warranty Service Provider Training Roadmap has the following 
structure: 
 
1) Industry standard certification, Server+ that will be valid for as long as the 
courses are valid on the IBM Warranty Service Provider Training Roadmap. 
 
2) IBM specific product knowledge. These courses are designed to be 
delivered via the IBM Web Learning Services Portal, these contain detailed 
technical information of current IBM Products. At the end of each web based 
course your service technicians will be referred to a specific site to take the 
relevant on-line tests that must be passed to achieve certification. Your service 



technicians certification will be valid for as long as the courses are valid on the 
IBM Warranty Service Provider Training Roadmap. Access details for the 
WLS Portal will be provided to you by your Warranty Service Manager  
 
3) Test out option that is to the same level as the classroom course XW0001 
and XW0011. This option is available once a year and shall if not passed be 
followed by the Hands-alternative mentioned in point 4. 
 
4) Hands-on classroom courses. These courses are designed to focus on 
product problem determination and repair skills. Service technicians on these 
courses will be tested on the contents of the prerequisite education in the 
beginning of the course and will be required to pass a final test at the end of 
the course to achieve certification. Certification will be valid for a one year 
period. (These courses are available on request) 
 
 
An automatic check of technician education status will be performed prior to 
any claims being accepted. Claims that are filed without the above training 
requirements in place will be rejected. 
 
 
 
 
 

Warranty Service Provider Profile Management 
 
Each IBM Warranty Service Provider can view and update their own contact 
details and view their technicians training records from the same Internet site.  
 
 
The ServiceBench Internet site may contain information such as: 
 
IBM Warranty Service Provider Profile 
- Contact information 
- Service capabilities 
 
IBM Warranty Service Provider Training Records 
- Access to all IBM technical training information - View of trained technicians 



 
IBM Technical Support Information 
- Service and Support Guidelines 
- ECA’s and Business Partner Tips 
- Personal Computing Support 
- Warranty information lookup 
- Parts information lookup 
 
The Internet address is: http://www.servicebench.com/branding/ibmxemea 
 
The IBM Warranty Service Provider must maintain records of his own details 
(current contact names, addresses, phone numbers and trained technicians) 
on the ServiceBench Internet site.  
 
For further help and questions on how to use the ServiceBench Internet site 
and how to get access, please contact the EMEA Business Partner Warranty 
Support Centre via email at ebpwsc@uk.ibm.com  
 
 
 

IBM Support 
 
IBM provides comprehensive support facilities for its IBM Warranty Service 
Providers. The following list of facilities is not complete and further 
information is available through your IBM Warranty Service Manager  
 
Parts 
Unless otherwise specifically described in the "Guide des Conditions et 
Application du Service de Garantie" or the "Support Service Guidelines 
Supplement” for applicable countries, then IBM will accept cross warranty 
claims and provide a replacement part before the returned part has arrived to 
IBM. Such parts should be returned to IBM within a maximum of 15 calendar 
days, or as established and communicated in the country if the return period 
is shorter, to avoid incurring an additional charge. 
 
You agree to submit defective parts for replacement free of charge to IBM. 
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Education 
Education on IBM Products and IBM Warranty Service is available through a 
variety of routes including :  
 
IBM Web Learning Services Portal for IBM System x Products 
Electronic Support Kits for education on new Products. 
Self Teach Internet courses 
 
 
Please refer to your IBM Warranty Service Manager for additional 
information. 
 
Support Kits 
IBM may provide Support Kits in electronic format, documents, tools and 
education for new Products. They allow the IBM Warranty Service Providers 
service technicians to become familiar with new Products and to maintain 
them with a high level of service.  
They may contain any of the following: 

 Setup Documents� 
 Maintenance Manuals� 
 Education materials/videos� 
 Self Study Courses� 
 User Handbooks� 

 
 
 
EMEA Helpcentre 
The EMEA Helpcentre offers a centralised telephone support facility during 
normal business hours to IBM Warranty Service Providers, with backing from 
development laboratories World Wide.  
 
Online Technical Support :  
The online technical support resources can be found on the eSupport Internet 
site http://www.ibm.com/support. This site contains all the information that is 
also available to our customers.  
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Guidelines Revisions and Updates / General Warranty 
Service Information 
 
IBM may change the Warranty Service Provider Service Support Guidelines at 
its sole discretion on one month’s notice. The most current version of these 
Guidelines and additional information related to Warranty Service can be 
found at http://www.servicebench.com/branding/ibmxemea A hardcopy version of 
revised Guidelines shall be available upon request. 
 
 

Process for IBM Business Partners who want to obtain 
IBM Warranty Service Provider status 
 
Applications to become an IBM Warranty Service Provider are invited from 
current Business Partners who wish to provide IBM Warranty Service 
according to the criteria detailed in this document.  
 
IBM will appraise your application, meet with you and visit your service 
locations to discuss any open criteria/concerns that you may have. 
 
IBM will inform you, in writing, whether the application has been accepted or 
declined.  
 
Upon acceptance, IBM will then reimburse your approved service location(s) 
for warranty labour and provide those location(s) with parts on an exchange 
basis. 
 
The approval of your service location(s) as IBM Warranty Service Provider 
will be reviewed at regular intervals. If your approved service location(s) fail 
to meet the criteria IBM may withdraw the approval to perform IBM 
Warranty Service for the affected Products. 
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