	Effective Date: 
Ongoing
	Eligible Customers:  
New/Existing       RESIDENTIAL  X   BUSINESS  X
	Eligible Markets:

All Markets

	Sales Channels
	(  Customer Service   (   Website   (   Retail Locations   (   Field Technicians   (   Repair Centers   (   Internet Help Desk

	Plans
	Description
	Billing Codes: PP7163RP
	Price: $2.99

	Offer 1
PC

Protection Plan

	· Must be added at product level.
· For multiple PCs, add price plan for each PC to be covered. 

	
	Remote Repair


	· Help desk first level support identifies common problems.

· TSR will assist in solving common problems.


	
	24/7 Assisted Support


	· 24/7 Website Access to Frequently Asked Questions, Library and tons of helpful information

· 24/7 Live Chat - Immediate 2-way communication with expert technical support agents

· Toll Free Customer Service Support – 8am – 11pm EST 

· With customer permission, agents can take remote control of customer’s computer and solve problem remotely.

	
	On Site Repair/Replace
	· Nationwide network of repair technicians.

· Technician contacts customer within 48 hours to schedule an appointment.
· $50.00 service charge via credit card.
· Eligible hours for onsite service: Monday through Friday, 9AM to 5PM Central time

	
	Repair Services and Warranty


	· On-Site Repair Services will be provided to Subscribers who have pre-registered their personal computer.  

· Hours for on-site service will be Monday through Friday, 9 AM to 5 PM, local time.

· A subscriber must register their PC at least 30 days before a claim can be approved.  Claims filed outside this guideline will not be approved and the problem will be recorded as a pre-existing condition.

· Bankers Warranty Group will process the claim request and an on-site service call will be authorized. 

· Bankers Warranty Group will either repair or replace the personal computer.

	
	Disposal of Used PCs


	· In the event that Bankers cannot repair or replace the personal computer, Bankers shall issue a check made payable to the subscriber or a specific computer vendor.  The amount of this check will be based on current market value of the registered PC not to exceed $500.00
· Bankers and/or third party vendors agree not to knowingly sell into the marketplace, either directly or indirectly, any of the used computers returned to them as a result of repair and replacement service claims.

	Links to Additional Information
	Eligibility Requirements & Limitations
	Vendor Support

	PC Maintenance Website
	Claims: Repair Services and Warranty
	Claim Limits


PC Protection Plan 

	Eligibility Requirements & Limitations

Back to Top
	Must be a High Speed Internet customer.

Terms and Conditions/ Warranty Information:  Listed on Contract Agreement 
What is covered:

1) Bankers Warranty Group our vendor partner, will provide on-site repair or replacement services for hardware failures of a single personal computer of the customer (subscriber).

2) Customer may purchase PC Protection Plan for multiple PCs. Add price plan for each PC to be covered.
3) Hardware coverage will begin thirty (30) days after registration of the Subscriber’s personal computer, via a toll free telephone number, and will last as long as the PC owner is an active subscriber to the Plan.

4) On-line help desk support will begin immediately upon PC registration.

What is not covered:

The following personal computers will not be included in the PC Maintenance Plan.

1) Personal computers provided for public use or rental.

2) Personal computers not equipped with a Windows Operating System version Windows 98 or newer: or, a processor that is not a Pentium II or newer or its equivalent.  Macintosh or other non-Windows Operating Systems are not covered.
3) Personal computers that are not in good working condition at the time the Program coverage takes effect.
Program does not cover:

1) Costs for lost or consumable parts (remotes, PCMCIA cards, CDs, batteries, accessories, etc.).

2) PCs that have been registered for less than 30 days.

3) Theft or loss of covered PC.

4) Loss or damage to stored data, support or repairs to software.

5) Software or data damage as a result of computer viruses.

6) PC peripherals such as monitors, laptop monitors, printers, or scanners.

7) Adjunct devices, or any device that is not built into the PC’s CPU housing, with the exception of a standard keyboard, a standard mouse and standard speakers.

8) PCs that do not have Administrator’s permission.  Covered PCs must be able to upload and download software.

9) Loss of use, property damage, or any other special, indirect, consequential or incidental damages. 




	Plan
	Description
	Billing Code:  PP7162 PLS

	Price:  $11.95

	Offer 2

“Peace of Mind”
Package
	PC Protection Plan
	Provides Remote Repair, 24/7 Assisted Support & On site Repair/Replacement.

	
	Inside Wire Maintenance Plan
	Provides coverage for all inside telephone wiring and jacks on the customer side of the Network Interface Device (NID).

	
	Telephone Protection Plan
	Offered with Inside Wire Maintenance.  Bankers will replace any approved telephone or Caller ID device with a comparable model at no additional cost.

	
	Roadside Protection Plus
	Offers 24 hour roadside protection to all wireline/wireless customers.

	How to Register Personal Computer
	· Customer will receive email containing Terms and Conditions and their Warranty ID.

· Next, call the toll free telephone number
· Select  “Register PC”

· Customer will be asked to enter Warranty ID and the Serial Number of Personal Computer

· Coverage will begin 30 days after registration

· Customers can also file claims via this website

· NOTE:  We will send Customer Welcome Kit, which contains Welcome Letter and Terms & Conditions of Service Contract 

	Vendor Support


	· BANKERS will be responsible for receiving calls and electronic requests from Subscribers that; 1) have a warranty problem; 2) have successfully diagnosed the warranty problem; or, 3) are referred by Customer Service.

· BANKERS shall maintain and staff a toll free, bilingual [English and Spanish] telephone service including (for non peak hours) an integrated voice response system, twenty four (24) hours per day, seven (7) days a week, three hundred and sixty-five (365) days a year, excluding National holidays.

· BANKERS shall answer eighty percent (80%) of the calls for such support within sixty (60) seconds.

· BANKERS shall maintain and staff an electronic web service at the following address: www.XXXXXXX.com , including an electronic form for Subscriber to directly file their claim electronically.  Also,  Warranty Information which will be provided to customer via email.
· For further assistance or information concerning the Program, the Subscriber will be invited to write to the following address:

PC Protection Plan

Bankers Warranty Group
XXXXXX
St. Petersburg, FL
or call toll-free at 1-866-XXX-XXXX
Back to Top

	PC Protection Website
	Website:  http://XXXXX/register
Provides information on:

· How it Works

· Terms & Conditions

· FAQ

· Registration
· Link to  website (in Progress)
	PC Protection Customers can:

· Register equipment

· File Claims

	Claims: Repair Services and Warranty
	· Customer must be in this program for at least 30 days from date of activation before filing a claim on hardware.

· A subscriber must register their PC least 30 days before a claim can be approved.

· Claims filed outside this guideline will not be approved and the problem will be recorded as a pre-existing condition.

· Customer must call Bankers at 1-866-XXX-XXXX to file or inquire about a claim- (NO WARM TRANSFERS).

· BANKERS verifies customer is enrolled in program.

· If a repair is authorized, the subscriber will pay BANKERS a $50.00 service charge, via credit card.

· BANKERS will process the claim request and an on-site call will be authorized.

	Claim Limits
	· $500 claim maximum

· Customers are allowed to file claims up to maximum of $500 retail value in a rolling 12-month period.

· Replacement equipment is of like kind and quality and may be reconditioned. May not get the exact brand.
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	Sales Support PC Protection

(Sales Positioning, Transitional Statements & Selling Tips)

	Offer Summary

Get PC Protection for only $2.99 per month!
 PC Protection Includes:

Automatic Remote Repair
· Remote technical support, via toll free telephone service, for hardware problems.
·  Support for Windows operating systems, W 98 and above.
· Self help routines, solve common products.
24 / 7 Assisted Support
· Offers Email, Live Chat and 800 # Options.
· Immediate 2-way communication with expert technical support agents.
· With customer permission, agents can take remote control of customer’s computer and solve problem remotely. 
On Site Replace / Replace

· Nationwide network of repair technicians.
· Technician will be at customer’s location within 48 hours.
· $50 Service Charge via credit card.
Purchase “Peace of Mind” Package

and Receive 4 great Services for only $11.99 per month!

 Peace of Mind Package Includes:

· PC Protection

      Provides Automated Remote repair, 24/7 Support Assistance, On-Site Repair/Replacement

· Inside Wire Maintenance

      Provides coverage for all telephone inside wiring and jacks on the customer side of the NID.
· Telephone Protection Plan

      TPP is offered with Inside Wire Maintenance. and  will replace any approved and qualified phones and Caller ID units. 
       Telephone or Caller ID device with a comparable model at no additional cost.
· Roadside Protection Plan

      Offers 24-hour roadside protection to all wireline and wireless customers.
	Sales Positioning

· Protect you Personal Computer for only $2.99 per month with  PC Protection.   PC Protection provides on-site repair or replacement services for hardware failures of your personal computer.  
· Repair costs for laptop computers can be up to $100 per hour. With  PC Protection, you can save as much as $64 a year just on one repair cost!  
· It’s easy – just register your Personal Computer and within 30 days your PC is covered!
·  now offers a “Peace of Mind” Package.  Get four great services for only $11.99 per month!

1) PC Protection

2) Inside Wire Maintenance

3)  Telephone Protection Plan

4) Roadside Protection Plan     



	Selling Tips

· Offer  PC Protection on EVERY New and Existing High Speed Internet Customer.

· Share the benefits of PC Protection and leverage with every new High Speed Internet customer to close the sale.

· Offer the “Peace of Mind” Package for added protection.  Get four great services for one low price of $11.99!
	Benefits

Automated Remote Repair – Digital Lifeline client application auto downloads to customer’s personal computer.  When loaded, the client application works online and offline.

24/7 Assistance -    Customers have the option of Email, Live Chat or 800 #.  With customer’s permission, agents can remotely take control of customer’s computer and solve problem.

On-Site Repair/Replace – Offers nationwide network of repair technicians.  The technician will be at customer’s location within 48 hours.  $50 service charge via credit card.

Repair Services and Warranty – On-site Repair Services will be provided to subscribers who have registered their PC via Digital Lifeline.  Eligible hours for on-site service will be Monday through Friday, 9AM to 5 PM local time.  Must register 30 days before a claim can be approved.
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