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1 INTRODUCTION

Rohde & Schwarz offers innovative solutions for its broadband amplifiers. Along with high-quality systems,
Rohde &Schwarz offers service contracts to maintain system operation, including a service level agreement for end-to-
end support throughout the system lifecycle.

This document describes the available services for the R&S®BBA130, R&S®BBA150, R&S®BBA300 and R&S®BBL200
broadband amplifiers, i.e. all of its functional units, as well as all software licenses. For consistent long-term support, the
same scope of service shall apply for all components of an amplifier system. The list of hardware and software compo-
nents covered are documented in the quotation and later in the service contract.

Customers are highly recommended to attend a service briefing as part of the service transition phase at the start of a
service contract to ensure efficient collaboration with the Rohde & Schwarz service organization.

Unless agreed otherwise, the service period (operational phase) begins with the successful acceptance of the system by
the customer or, in case of systems already in operation, the agreed starting date of the service period.
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2 SCOPE OF SERVICE

2.1 Services overview
Rohde & Schwarz maintenance and support services aim to maximize and protect the investment in Rohde & Schwarz
products and systems by ensuring ongoing and consistent operational capability throughout their lifetime.

To optimally meet customer needs, Rohde & Schwarz offers service package options. These options differ in the scope of
service and in the agreed response times. The services are described in detail in section 2.2.

The table below provides an overview of the Rohde & Schwarz service level agreements (SLA). The applicable contractual
SLA package is defined by a separate contract document.

Overview of the Rohde & Schwarz service level agreements

Maintenance and support services Basic [ Customized _|Premium ___|Premium |

Rack system  Desktop model
Technical support during business hours

24/7 access to the My Rohde & Schwarz customer portal ) . . °

Fast” = o . °

Standard” - o - -
Repair service at factory/service center

Prioritized, with fixed turnaround time (TAT) of 9 working days? - o - .

Standard, with no fixed TAT . . ° =
Parts for fast repair? - o . °
Maintenance releases - o . °

On-site support?

Fast = o ° _
On demand, without assured times - o . -
Regular preventive maintenance? - o . °
Regular service meetings - o . °
Health check (optional) A A A A

I See table “Response time depending on severity level”.
' Depending on regional availability.

e Included.

Selectable.

— Notincluded.

If required.

~

o

>

Response time depending on severity level

Severity level Fast technical support Standard technical support

1 — critical 2 hours 6 hours

2 — high 2 hours Less than 1 working day
3 — medium 2 hours Less than 3 working days
4 —low 2 hours Less than b working days



2.2 Detailed description of services
The following sections describe all services available for broadband amplifiers. The actual scope of the contract is
defined by a separate contract document.

2.2.1 Health check

Rohde &Schwarz broadband amplifiers require examination prior to SLA commencement if there is a gap to any previ-
ous coverage through warranty or contract. Fully functional systems are a prerequisite for entering into an SLA. Potential
defects must therefore be resolved beforehand.

2.2.2 Technical support

Through My Rohde & Schwarz, customers can submit support requests online at any time and from anywhere in the world
via a computer or mobile device. Upon receipt of the support request, the Rohde & Schwarz support team initiates a res-
olution process. During this process, our qualified experts work jointly with the customer in accordance with the param-
eters and procedures defined by the service contract.

The customer portal allows customers to monitor the status of requests, add additional information and contact the
Rohde & Schwarz support team. The customer portal makes interactions with Rohde & Schwarz efficient and transparent
for our customers.

2.2.3 Repair coverage
Defective products are repaired at a Rohde & Schwarz repair center or at an authorized repair shop. Rohde &Schwarz
bears all expenses associated with the repair activities (labor costs and material).

Relevant logistical aspects are described in section 3.9.

2.2.4 Software maintenance updates (self-service)

The customer is eligible to access, download and install maintenance releases for predefined software packages. This
maintains or even optimizes the security, performance and functions of a product or solution. The content of such main-
tenance releases depends on the application.

The customer can opt for installation support from Rohde & Schwarz experts.

2.2.5 On-site support
When service activities cannot be performed via remote support or as customer self-service, Rohde &Schwarz sends a
service expert — or, if applicable, a service expert from a dedicated subcontractor — to the customer site.

On-site support may include the following:

» Hardware inspection and fault detection

» On-site repair (replacing faulty components)
» Software update

» Initiation of further required repair measures

For on-site activities, the service expert can be remotely supported by Rohde & Schwarz technical support or
subcontractors if required. On-site activities require mutual agreement between Rohde &Schwarz and the customer.

The customer pays an annual fee for fast on-site support. If the customer does not have an adequate pool of spare parts
available, the “Parts for fast repair” service product is required.

For on-demand on-site visits, the customer pays a pre-agreed fixed daily rate when an on-site support activity becomes

necessary and the customer requests it. The price and the applicable terms and conditions for the on-demand on-site
support are fixed for a period of up to three years in the service contract.
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2.2.6 Parts for fast repair
Rohde & Schwarz manages a dedicated spare parts pool, ensuring immediate access for fast-track repairs of our amplifier
systems. Use of spares from this pool is restricted to systems and customers with the service listed in their contract.

2.2.7 Regular preventive maintenance

Rohde & Schwarz experts or approved subcontractors perform regular inspections and maintenance of Rohde &Schwarz
systems covered by the service contract on-site or in the service center to verify the system performance. Results are
documented in a service report, which may also include further recommendations for reducing the risk of malfunctions.

Regular preventive maintenance includes the following services:
Visual inspection

Mechanical check, including service-related product changes
Maintenance of the R&S®BBL200 cooling system

Electrical safety check

Log file analysis

Firmware and software updates

Performance evaluation, including verification of 1 dB compression point (P1dB)
Efficiency optimization, if necessary

Answering customer questions

Documentation of results

VVVYyVVVVYYVYYVYY

Maintenance of desktop units is carried out at a Rohde &Schwarz service center; for rack systems or a large number of
systems, the maintenance can also be performed at the customer’s site.

2.2.8 Regular service meetings

Regular service meetings with the customer are scheduled to review the current service delivery status. This includes
discussing open and closed support requests. These meetings can be conducted either on the customer’s premises, at
Rohde & Schwarz or via web conference.

Regular service meetings may include the following topics:

» Review of support requests raised during the respective period

» Service performance based on agreed key performance indicators (KPI)
» Customer feedback and derived measures

A service report is created by Rohde & Schwarz and provided to the customer.

The service delivery manager draws up the agenda in due time before each regular service meeting between
Rohde &Schwarz and the customer.



3 SERVICE PROCESSES

3.1 Health check

The health check is carried out immediately after the SLA is ordered. The health check covers hardware status, func-
tional performance testing and assessment of environmental parameters. Repairs or other remedial work are not
included in the service contract and will incur additional fees.

Rohde & Schwarz can examine the products or systems via remote access. Details on remote access are described in
section 3.2.6. Alternatively, a service technician may travel to the customer site to perform the health check in person.

3.2 Technical support
The customer can create a support request via My Rohde & Schwarz around the clock from anywhere in the world.
They need to register for My Rohde & Schwarz before they can access it.

Interfaces to the portal are:

» Direct portal access: A new support request can be created via a form on the portal application:
www.rohde-schwarz.com/de/my-rohde-schwarz/overview_233500.html
Here, customers can also register for access. Under My Support Tickets, you can request a solution. To create a new
ticket, choose “| need technical support or have a technical question” as the request type.

» Call a Rohde & Schwarz support center: May be available depending on the region in accordance with the agreement; the
support center clarifies the details with the customer and opens the support ticket.

After creation of the new technical support request, the customer receives an email with the ticket ID and a direct link to
the support request.

The status of the request is updated once it is in progress and can be checked at any time.

To provide efficient support, the customer needs to send specific data when creating a new support request, such as:
Account name/customer name (automatically provided through login)
Contact at customer’s premises

Equipment data or categorization

Affected component(s)

Subject for the ticket

Details about the issue (if possible)

Initial severity level

Firmware/software versions (optional)

Customer internal reference (optional)

Attachments (optional)

VVVYyVVVVYYVYYVYY

Upon receipt of the support request, the Rohde & Schwarz support team initiates a resolution process.

The first-level support team handles the ticket within the defined response time and gets back to the customer with a
resolution or an update. Depending on the type of problem, the technician initiates additional measures to find a solu-
tion or forwards the ticket to the second-level support team and, if necessary, to a third-level development team. If more
information is needed or a solution needs to be evaluated, the support team gets in touch with the customer’s technical
contact.

The following sections describe the entire lifecycle of a support request issued by the customer.
3.21 Problem detection and analysis
When a technical issue arises concerning a Rohde & Schwarz product or system, the customer (customer techni-

cal contact) shall make their best effort to analyze, troubleshoot and resolve the issue/problem through skills obtained
from Rohde & Schwarz training, manuals and/or troubleshooting guides. If it is not possible to solve the problem
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after a reasonable amount of time and effort, the customer technical contact should open a support request using
My Rohde & Schwarz.

3.2.2 Opening a support request

For Rohde & Schwarz to handle and resolve a support request, the customer's technical contact must submit all support
requests online via My Rohde & Schwarz. The support request is logged as a ticket, and a ticket ID (e.g. [ticket: 123456]) is
automatically issued to the customer. For all further communications related to the support request, the customer shall
provide the issued ticket ID as a reference.

3.2.3 Gathering information

For an efficient support request handling or problem resolution process, the customer’s technical contact shall provide
all information which might be relevant for the technical issue when opening a support request and, if needed, through-
out the resolution process.

3.2.4 Severity levels
A severity level is assigned to each issued support request. The severity level indicates to what extent the technical issue
impairs product or system usability. The levels are defined in section 5.2.

The service and severity levels determine the target response time for Rohde & Schwarz to propose a solution or way to
proceed. Rohde & Schwarz reserves the right to change the severity level in mutual agreement with the customer.

3.2.5 Support request handling and resolution

Rohde & Schwarz support teams perform and manage the diagnostic process of finding the cause of a technical issue.
During this process, Rohde & Schwarz might require customer assistance, such as describing the circumstances sur-
rounding the technical issue, as well as providing log files, measurement files and any other information required by
Rohde & Schwarz to resolve the technical issue.

Support request procedure

Customer logs a R&D,
Second-level support third-level support

support request

v

Information gathering,
collaboration

/ Repair
@ propcess
Solution delivered to customer O

Support level description

Support level Description

» Clarifying content and contractual matters

» Resolving the incident or passing it on to the second level
First-level support » Known error resolution

» Issuing return material authorization (RMA) tickets for repairs

» Is responsible communication with the customer

Analyzing and resolving complex issues (e.g. analyzing log files, accessing customer systems and/or reference

Second-level support system — if applicable)

» Resolving complicated configuration problems

TINITER SEH SRR 62 A » Reproducing error patterns in the lab



3.2.6 Remote error analysis
During the support request handling and resolution procedure, remote error analysis might become necessary to provide
support efficiently and quickly.

The Rohde & Schwarz support team can perform remote error analysis in one of two ways:

Secure remote access to the customer’s system

In this case, the customer must ensure that certain technical prerequisites (e.g. internet and VPN connection are set up)
are fulfilled. For remote error analysis, a minimum internet speed of 1 Mbit/s is recommended. Security measures are to
be implemented jointly by the customer and Rohde & Schwarz. The implementation of a customized solution may have
to be agreed separately.

The customer and the Rohde & Schwarz support team arrange the date and time for remote access to the product or
system. The customer shall provide any required technical support during the session.

Rohde & Schwarz typically uses TeamViewer for remote error analysis, but can also support alternative secure remote
access solutions provided by the customer. These alternative solutions must be evaluated during the service transition
phase.

Remote support via telephone or other communication platforms
In this case, the customer is required to provide a technical contact who is then instructed remotely by Rohde & Schwarz
experts on how to perform the necessary tasks on the customer’s system.

3.2.7 Ticketing system updates
Every support request is tracked as a ticket in the ticketing system. Depending on the progress, each ticket has a certain
status:

statws | Deseription |

New Initial status of a ticket

Processing Ticket is assigned to a support employee

Wiaiting for customer A request to the customer has been sent and we are waiting for a response or further information

Resolved The i.ssue is resolved from a Rohde &Schwarz §tandpoint; if the customer does not agree with the resolution,
the ticket can be reopened (to status “Processing”)

Closed Ticket is locked and cannot be edited anymore; if required, a follow-up ticket can be opened directly from the

closed ticket

Each ticket contains certain information that is shared with the customer:
» Customer communications regarding the ticket
» Attachments from the customer or from the support team
» The history of the ticket:
= Date and time of opening the ticket and of status change to “Resolved” and to “Closed”
= [nitial description, including severity level
= All communications during processing
= Resolution
= Links to follow-up tickets
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3.3 Repair coverage

3.3.1 Repair services at Rohde & Schwarz repair centers
If a hardware defect is detected during support request handling, the Rohde & Schwarz support team initiates the RMA
process.

The customer receives shipping and handling instructions for sending in the defective hardware.

During the repair process, the customer receives updates regarding the status of the repair if they are registered in
My Rohde & Schwarz and notifications are activated. Upon return of the repaired hardware, the support team closes the
support request.

The Rohde & Schwarz repair process involves the following steps.

Repair process

Defective equipment is
Customer logs a Support team packed and returned with an Repair at factory Equipment
support request issues RMA ticket RMA ticket affixed to the box or service center is checked

EEEI U

2

Q Equipment returns to customer LO'

Repaired equipment
is shipped back

3.3.2 Additional activities at Rohde & Schwarz repair centers

Whenever a Rohde &Schwarz product is serviced, additional activities are performed:

Electrical safety test in accordance with Rohde &Schwarz company standard

Mandatory preventive maintenance/reliability modifications in line with Rohde & Schwarz specifications
Exchange of consumable parts

Malware/virus scan of installed hard disk (if applicable)

Software and firmware update in accordance with Rohde &Schwarz service guideline (if agreed to by customer)
Cleaning of the instrument

vvvyyvyYvwvyy

Relevant logistical aspects are described in section 3.9.
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3.4 On-site support

For broadband amplifier systems in racks, on-site support is provided by qualified service technicians. Rack systems may
be permanently installed and/or comprise multiple amplifiers. With on-site servicing, affected components do not need
to be removed by the customer, transported or installed, saving time and costs.

3.4.1 On-site support request

An on-site support request needs to be initiated via a standard support request, which can be created in

My Rohde & Schwarz. The support request is logged as a ticket with a unique ticket ID (e.qg. [ticket: 123456]). For all further
communications related to the support request, the customer shall provide this ticket ID as a reference.

Based on the submitted support request, the support team checks whether on-site support is required for e.g. repairs.
Section 3.2 describes how to issue and handle a support request.

3.4.2 Problem analysis

Rohde & Schwarz experts analyze the reported issue based on the information provided in the support request. If the pro-
vided information (log/error files) are not sufficient for a final problem analysis, the Rohde &Schwarz experts may ask for
more information about the specific issue. Finally, the customer is informed via the ticketing system if on-site support is

required due to the nature of the reported issue.

3.4.3 On-site support appointment

If the problem analysis based on the submitted support request results in a proposed on-site support activity, an appoint-
ment for this activity at the customer’s premises needs to be mutually agreed upon. The appointment can be made via
the ticketing system, email or by phone — depending on the preference of the customer. In addition, Rohde &Schwarz
informs the customer who is going to arrive at the customer’s premises and what products (spare parts, potentially
required measuring equipment, etc.) will be carried by hand. The customer, on the other hand, needs to ensure that the
previously registered Rohde &Schwarz service expert(s) with the products can access the part of the customer’s prem-
ises where the faulty product/system is located. Rohde & Schwarz quotes the expected costs if the on-site support is not
covered by a valid service contract.

For broadband amplifier rack systems, two variants of on-site support are available. They differ with respect to the time
required to restore system operation:

“Fast on-site support” measures at the customer’s premises are started within only a few days. The number of days can
vary from country to country depending on local capabilities and what has been contractually agreed with the customer.
After completing the problem analysis, the Rohde & Schwarz service expert (or authorized subcontractor) arrives within
the time agreed in the service contract.

“On-demand on-site support” measures generally begin within two weeks of completion of the problem analysis,
depending on the workload and spare parts availability. Beforehand, the support team estimates the number of days
required for the on-site support, taking into consideration the failure pattern, system complexity and time required to
travel to and from the site. The customer confirms the on-site deployment for the required number of days.

On-site support work is typically completed within a maximum of three days, depending on the system complexity and
the type of defect.

3.4.4 On-site support implementation

The Rohde & Schwarz service expert(s) arrive on the agreed date and investigate and repair the faulty hardware, software
and accessories. If the hardware cannot be repaired due to unexpected reasons, the hardware will need to be sent to the
nearest Rohde &Schwarz service center for further analysis.

Rohde & Schwarz Service Level Agreements for Rohde &Schwarz Broadband Amplifiers 11



3.45 On-site support completion
After completion of the on-site support work, the hardware undergoes a comprehensive check. The customer receives a
report that proves the full functionality of the e.g. repaired hardware.

3.4.6 Ticketing system updates

When the on-site support work is finished and the result is accepted by the customer, the initial support request
described in section 3.2 can be closed. A detailed service report, including the final test report, is made available in the
ticketing system.

3.5 Parts for fast repair
When fast repairs are required under a service contract, Rohde & Schwarz uses a dedicated pool of spare parts to quickly
begin the repair process.

These parts are promptly provided to the Rohde & Schwarz service center for a repair with a defined TAT, provided to the
service expert who travels to the customer to resolve the problem on-site or sent directly to the customer to be available
when the service expert arrives at their premises.

3.6 Software maintenance updates (self-service)

The customer is notified as soon as a maintenance release is available for download from the applicable
Rohde & Schwarz download center. Customers should then download the maintenance release. Access details are pro-
vided in due time.

Rohde & Schwarz strongly recommends that customers keep their products and systems up to date. Obsolete software
versions could cause delays in resolving the technical issue.

3.7 Regular preventive maintenance

3.7.1 Regular on-site preventive maintenance

To ensure that the products and systems are available, the schedule for the preventive maintenance is agreed mutually
either during the service kickoff meeting at the start of the prevailing contract or at the beginning of the calendar year at

least eight weeks prior to the requested date.

Rohde &Schwarz experts or approved subcontractors must be given access to the products or systems at the customer’s
site. They will bring the tools and measuring instruments needed to perform preventive maintenance.

The customer receives the service report within two weeks of completion of the preventive maintenance service.

3.7.2 Regular preventive maintenance via service center
With easy-to-ship products and systems, maintenance can be carried out at a Rohde & Schwarz service center.

To ensure that the products and systems have a short turnaround time at the service center, the schedule for preven-
tive maintenance is agreed mutually either during the service kickoff meeting at the start of the prevailing contract or is
requested by the customer at least eight weeks prior to the requested date.

Relevant logistical aspects are described in section 3.9.

The customer receives a service report together with the returned products or systems.

3.8 Regular service meetings

Rohde & Schwarz contacts the customer in due time, in line with the contracted schedule, to clarify organizational and

logistical topics (meeting schedule, agenda, location or web conference preparation). The service report is prepared and
delivered by Rohde & Schwarz during the service meeting.
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3.9 Shipping logistics and travelling costs
The following logistical aspects for services performed at Rohde &Schwarz repair centers or authorized repair shops
apply for broadband amplifiers:

>

vvyywvyy

Unmounting, packing, shipping, remounting, final system verification and activities at the customer’s premises:
not included

Packaging: included

Shipping costs: included

Customs/export costs: not included

Export control: might be required (depends on model)

Travel expense coverage for on-site activities is outlined below, unless otherwise stipulated in the service contract:

>

>
>
>
>

Health check: travel costs are not included

Fast on-site support: domestic travel expenses are covered

On-demand on-site support: travel is covered by the fixed daily rate

Regular on-site preventive maintenance: domestic travel expenses are covered
Regular service meeting: travel costs are not included

Rohde & Schwarz Service Level Agreements for Rohde &Schwarz Broadband Amplifiers 13



4 PREREQUISITES/RESPONSIBILITIES

For Rohde &Schwarz to meet its obligations in line with the SLA, it must be ensured that the following prerequisites and
obligations are fulfilled:

The product or system is operated in accordance with the conditions stated in the relevant product or system specifica-
tions and user manuals.

The customer updates the product or system to the latest officially released Rohde & Schwarz software version when
requested to do so by Rohde &Schwarz. Support can only be provided if the product or system is running the latest offi-
cially released software version.

The customer creates backups after configuration changes.

Rohde & Schwarz service and support teams can access the product or system.

Rohde & Schwarz service and support is restricted to the products or systems listed in the service contract.

Rohde &Schwarz shall not be responsible for compatibility issues with other systems in use, i.e. systems not manufac-
tured by Rohde & Schwarz.

Rohde & Schwarz reserves the right to examine products or systems prior to entering into an SLA if the warranty or the
previous SLA expired more than 30 days ago. The examination (health check) and any repairs are invoiced separately.

Any faults that are caused by modifications to the product or system without authorization by Rohde &Schwarz or by
operating the product or system outside its specified conditions or by gross negligence on the part of the customer are
not covered by the SLA.

If the diagnostic process (see section 3) indicates that the technical issue is not caused by any of the components cov-
ered by the service contract, all activities already performed and the troubleshooting (if desired and possible) is charged
at the applicable Rohde & Schwarz hourly rate.

All configuration changes performed by the customer shall be documented in line with Rohde &Schwarz standard ser-
vice procedures in the Rohde & Schwarz configuration database.

During regular preventive maintenance, the system (or affected parts of it) cannot be used for operational tasks. This

may also include further system parts that are not directly under maintenance but are required for maintenance-related
verifications. The details shall be agreed on by Rohde & Schwarz and the customer prior to the regular maintenance visit.
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5 DEFINITIONS AND ABBREVIATIONS

5.1 Contractual level of performance

During a reporting period of 1 year (12 months), the committed performance level for each support level is eighty-five
percent (85%). Performance levels below this value trigger the creation of countermeasure plans together with the
customer.

5.2 Definitions and abbreviations

Business hours/working days
For Europe, Middle East and Africa Monday to Friday, 8 am to 5 pm CET, excluding (German) public holidays

For South America, Central America and

North America

For Asia/Pacific

Customer technical contact

My Rohde &Schwarz
On-site

Products or systems
Response time

RMA

Service contract

Service delivery manager

Service transition phase

Severity level 1 — critical

Severity level 2 — high

Severity level 3 — medium
Severity level 4 — low
SLA

Spare part

TAT

Monday to Friday, 9 am to 6 pm EST, excluding US public holidays

8 am to 5 pm SGT, excluding Singaporean public holidays

Customer's contact for clarifying technical questions during support request handling; the technical
contact is defined during the service transition phase

Online customer portal for submitting and handling support requests

If not stated otherwise, on-site refers to the end customer's location/site where the Rohde & Schwarz
product or system is in use

All Rohde & Schwarz hardware and software covered by the service contract

Starts with the submission of a support request to the Rohde &Schwarz online customer portal and
ends with the proposal of a solution or way to proceed

Return material authorization from Rohde &Schwarz
Agreement on mutual claims and obligations that includes a description of the service, product and

system as well as prices

Represents the customer vis-a-vis the Rohde & Schwarz service organization and ensures delivery of
contractually agreed services, regularly aligns with the customer's stakeholders, conducts service
meetings, manages actions and escalations

Phase in which the necessary service processes, which were defined in accordance with the customer
and project requirements, are implemented

Describes an incident that causes total loss of functionality; the product or a major component of the
product is inoperable or the inability to use the product has a critical impact on operation; no work-
around exists

Describes an incident that seriously affects product operation; the product is usable and a
workaround exists, but an essential component of the product is malfunctioning and substantially
impacts operation

Describes an incident that, although inconvenient, does not affect basic operation of the product
Describes an incident or change request that does not affect operation of the product

The service level agreement as ordered or agreed as part of a service contract between the parties

Original replacement component from Rohde & Schwarz that is exchangeable with the item it is
intended to replace

Turnaround time (number of full working days): starts with the arrival of the hardware at the
Rohde & Schwarz service center premises and ends with the handover to the forwarder after comple-
tion of the work, excluding any delays attributable to the customer

Rohde & Schwarz Service Level Agreements for Rohde &Schwarz Broadband Amplifiers 15



Rohde & Schwarz

The Rohde & Schwarz technology group is among the trail-
blazers when it comes to paving the way for a safer and
connected world with its leading solutions in test&measure-
ment, technology systems and networks & cybersecurity.
Founded more than 90 years ago, the group is a reliable
partner for industry and government customers around

the globe. The independent company is headquartered in
Munich, Germany and has an extensive sales and service
network with locations in more than 70 countries.

www.rohde-schwarz.com

Rohde & Schwarz customer support

www.rohde-schwarz.com/support
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