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Appendix 1  Support Services 

-The- Customer
-The- Customer personnel 

and grant such other personnel training certificates for different topics related to the Products. Customer shall only permit the 
provision of Support Services by Customer he 
Products in question. The certification(s) received by Customer

Customer expires or is terminated. The Customer shall assign a responsible 
Customer representative to track and maintain the certifications of Customer -The-

Customer
annually, via an on-site or online meeting with the responsible Customer representative. Customer shall, at its own expense, maintain 
the overall competence of its personnel and subcontractors required for the successful provision of the Support Services. This 
includes, but is not limited to, ensuring that the Support Services are performed only by electricians licensed by all applicable 
governing bodies to perform electrical installations in accordance with Applicable Laws. 
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Kempower NA Standard Limited Warranty Terms and Conditions 

 
1. Definitions and Scope 

Customer means a customer or a Kempower authorized sales partner or distributor who has 
purchased a Kempower Product and/or Spare Part directly from Kempower. These Standard 
Limited Warranty Terms and Conditions shall only apply to businesses as customers. 

Extended Warranty shall have the meaning ascribed to it in Section 4 herein. 

Kempower means Kempower Inc., located in Durham, NC. 

Product means new, electrically powered equipment with a Kempower serial number. 

Spare Parts means selected replacement, upgrade or retrofit upgrade parts of Kempower 
equipment manufactured by Kempower. 

Warranty means the warranty as specified in these NA Standard Limited Warranty Terms and 
Conditions. 

Warranty Claim Notice shall have the meaning ascribed to it in Section 5.1. herein. 

 

2. Standard Limited Warranty 

Kempower Products are designed and tested for demanding industrial and commercial 
environments, and Kempower rectifies defects on Products which are clearly attributable to 
material and/or manufacturing faults during the Warranty Period. 

This Warranty is provided by Kempower Inc. and shall apply between Kempower and a 
Customer. An end customer purchasing a Kempower Product or Spare Part from an 
Kempower authorized sales partner or distributor shall not benefit from this Warranty 
directly. 

The Warranty is limited to the terms and conditions specified in this Warranty document. A 
Kempower authorized sales partner or distributor may offer a more extensive warranty to 
end customers, but Kempower does not, under any circumstances, accept any liability 
exceeding what is specified in this Warranty. 

This Warranty is exclusive and supersedes any other quality and performance warranties, 
whether written, verbal or implicit. Any other warranties, including any implied warranties of 
merchantability or fitness for purpose, are hereby specifically excluded. 

 

3. Geographical Scope 

This Warranty is valid for Products and Spare Parts sold by Kempower to and located in the 
United States or Canada. 
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4. Warranty Period 

The Warranty Period for Products starts 1) at the delivery of the Product according to the 
agreed delivery term and remains valid for 24 months from the date of commissioning of 
the Product, or 2) 30 months from the date of shipment of the Product from Kempower, 
whichever occurs first. 

For a separate fee, the Customer can purchase an extended warranty period for the 
Product ("Extended Warranty"). This Extended Warranty must be ordered at the time the 
Product is purchased by the Customer. It is not possible to purchase the Extended Warranty 
for the Product after the initial Product purchase. 

The Warranty Period for Spare Parts is 1) 12 months from the date of installation, or 2) 24 
months from date of shipment from Kempower, whichever occurs first. 

 

5. Warranty Claims Process 

5.1. Warranty Claim Notice 

Without prejudice to any further statutory or contractual obligations to inspect and notify 
defects that may exist, the Customer shall without undue delay, and at the latest within 14 days 
after Customer knew or should have known of the defect, notify Kempower in writing of any 
defect ("Warranty Claim Notice"). The Warranty Claim Notice must be made through the 
Kempower Support Portal (https://kempower.atlassian.net/servicedesk/customer/portal/2/group/5)  
and it must contain a description of the defect, the purchase confirmation and/or registration 
document to the Kempower authorized service partner, copy of the original delivery note, 
Product serial number and any other information required by Kempower. 

If the Customer fails to make the Warranty Claim Notice within the time limits set forth herein, 
the Customer shall lose its right to any remedies available under the Warranty. 

If the defect may cause damage, the Customer shall make the Warranty Claim Notice to 
Kempower immediately. The Customer shall take reasonable measures to minimize damage 
and comply with Kempower instructions. The Customer shall bear the risk of any damage to 
the Product resulting from its failure to notify or minimize damage. 

Upon receipt of the Warranty Claim Notice, Kempower shall perform the necessary 
troubleshooting and investigations remotely, on-site or in-house, and may require 
additional information from the Customer, to resolve the Warranty claim. 

5.2. General Customer Obligations 

To benefit from this Warranty, the Customer shall: 

 Provide true, accurate and complete information in the Warranty Claim Notice; 
 Provide Kempower any additional information that Kempower may require to 

investigate and resolve the Warranty claim; 
 Return to Kempower, at Kempower's request and cost, defective Products or parts for 

investigation, repair, or replacement; 
 Allow Kempower remote monitoring and use of Kempower ChargEye; 
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 Ensure unhindered access to chargers in case of on-site troubleshooting or repair, 
including access to closed premises, keys in case of special locking mechanism on 
charger, etc.; 

 Ensure availability of personnel to power down transformers, if needed; 
 Announce any changes to the charger after commissioning (e.g., change of locks) 

relevant to the Warranty claim or its solution immediately; 
 Ensure the work environment on-site meets all relevant applicable health, safety and 

environment legislation and guidelines; and 
 Keep replacement products and parts and malfunctioning or replaced Product or 

part, that Kempower may request to be returned, in their possession and 
adequately insure them against the risk of theft or damage whilst in their possession 

Kempower shall not be liable for failing to provide remedy under this Warranty if the failure 
occurred due in part or as a result of the Customer not fulfilling its obligations stated herein. 
The Customer shall be liable to Kempower for any additional waiting time and other 
reasonable costs, including but not limited to, costs relating to the technician who could not 
access the site or the Product as a result of the Customer not fulfilling its obligations stated 
herein. 

5.3. Warranty Remedy 

Once a Warranty claim is accepted, Kempower shall, at its discretion and its cost, repair or 
replace the defective Product or Spare Part as stated herein. Kempower may: 

 Repair the defect remotely; 
 Repair the defect on-site by Kempower or Kempower authorized service partner 

technicians; 
 Repair the defect in-house at Kempower manufacturing site; or 
 Replace the defective Product or defective part by making a new delivery or 

delivering replacement parts. 

Kempower shall take care of dismantling the defective part and installing the replacement 
part or Product or repairing the Product at Kempower's cost. Kempower and Kempower 
authorized service partners shall perform warranty services on regular working hours and 
standard support hours of Kempower or the Kempower authorized service partner as 
applicable. 

Kempower reserves the right to use factory refurbished parts as Warranty replacements. 

Kempower reserves the right to have the malfunctioning component sent to Kempower for 
investigation. Shipment cost will be borne by Kempower. 

Defective Products and parts which have been replaced shall be made available to Kempower 
and shipped to Kempower at Kempower's request and cost. Such Products and parts shall 
become property of Kempower at the delivery to Kempower. 

Kempower shall have the right to request the shipping of the malfunctioning or replaced 
Product or part for three (3) months from the filing of the Warranty Claim Notice.  If 
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the Customer does not send the malfunctioning or replaced Product or part to Kempower within 
one (1) month from Kempower's request, Kempower reserves the right to charge the Customer 
the full cost of the Warranty replacement Product or part. 

When a defect in a part of the Product or Spare Part has been replaced, Kempower shall be liable 
for the part in replacement only under the same terms and conditions and Warranty period as 
those applicable to the original Product. 

Kempower shall have fulfilled its obligations in respect of the Warranty claim when it has 
repaired or replaced the Product to the Customer as stated herein. Kempower shall not be 
liable for any other loss the defect may cause, including loss of production, loss of profit 
and other indirect loss or any other material, labor, installation, travel, or other costs. The 
value of the warranty service is always limited to the purchase price of the Product or Spare 
Part. 

5.4. Customer Liability for Costs 

If a Warranty Claim Notice is made but Kempower determines that there is no defect or the 
defect is not covered by the Warranty, the Customer shall remunerate Kempower, or the 
Kempower authorized service partner, for the costs incurred as a result of the Warranty Claim 
Notice, including troubleshooting, repair work and all related costs. 

Warranty services may only be provided by Kempower or Kempower authorized service 
partners. Kempower is not liable for any costs for unauthorized repair or damages due to 
unauthorized repair, and any such unauthorized repairs may void the Warranty. 

 
Division of Costs for Warranty Tasks 

 
Warranty Task   

Warranty replacement parts   X 

Warranty replacement parts shipping   X 

Requested return parts shipping    X 

Onsite labor*   X 

Travel and accommodations X   

Any additional labor cost or fees X   

Extended warranty  X   

Preventative Maintenance X  

 
*Labor may be claimed per the tact time list at rates defined in the agreement executed between the 
parties. 

 

6. Warranty Limitations  

Pre-requirements for validity of the Warranty. The Warranty is valid provided that: 

 Customer has paid the purchase price of the Product or Spare Part in full; 
 Installation, commissioning and maintenance of the Product has been performed 

properly by a person trained and certified by Kempower; 
 The defect or fault of the Product or Spare Part is reported to Kempower in 

accordance with these Warranty terms and conditions; and 
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 The title and possession of the defective Product, or its part replaced under Warranty, 
transfers or is transferred to Kempower or an authorized Kempower service partner 
at Kempower's cost upon replacement, if the Product or part allows such return. 

The following are not covered by the Warranty: 

1. Damages caused by occurrences such as: 
a. Normal wear and tear or deterioration of the components, including but not 

limited to wear of Consumables as stated in the Products maintenance 
manual; 

b. Circumstances arising after the risk has passed to the Customer; 
c. Force Majeure conditions; 
d. Connection to incorrect or faulty mains supply voltage, including voltage surges 

outside the equipment's specification;  
e. Overloading; 
f. Incorrect transport or storage; or 
g. Non-compliance with applicable safety regulations. 

2. Any expenses related to direct or indirect travel costs, such as mileage, daily 
allowances, or accommodation. 

3. Defects caused by non-compliant remote-control messages from the Customer's 
back-end system, such as OCPP load balancing or equivalent. 

4. Interoperability changes to the control software required by new types of vehicles 
that are introduced to the market after the delivery of the Product. 

5. Interoperability changes to the hardware required by new types of vehicles that are 
introduced to the market after the delivery of the Product or part. 

6. Defects arising out of a design, materials or production methods provided, stipulated 
or specified by the Customer. 

7. Purely aesthetic defects and minor defects, that do not affect the functioning or 
operability of the Product. 

The following may void the Warranty: 

1. Modifications made to the Product without prior written approval from Kempower; 
2. Using parts or Spare Parts other than Kempower supplied or approved 

parts or Spare parts or Consumables for the repair or maintenance of 
the Product; 

3. Not adhering to the user, operation, installation, commissioning and 
maintenance instructions for the Product; 

4. Not installing the latest software updates available within a reasonable time of their 
release; 

5. Repair work done by other than a Kempower authorized service partner; or 
6. Installation, commissioning or maintenance tasks on the Product done by a person 

without a valid training certificate issued by Kempower. 

The following will void the Warranty: 

1. Acts of vandalism to the Product or its parts; 
2. Unauthorized opening or uninstalling of the Products; 
3. Using the Product for anything other than the purpose specified in the technical 

documentation and owner's manual; 
4. Using the Product in environmental conditions other than the conditions 

specified in the technical documentation; 
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5. Subjecting the Product to stronger mechanical impact than specified in its IK rating; 
6. Not obeying specified instructions when dimensioning the system (e.g. cable 

dimensioning); 
7. Not obeying the preventive maintenance program and its work instructions; 
8. Not addressing environmental factors such as excessive dust in the preventive 

maintenance schedule; 
9. Damages caused by grid instability, grid over/undervoltage, or other grid connection 

faults; 
10. Damage to the cabling caused by machinery, natural events, or equivalent; 
11. Damage to the user interface touch screen caused by excessive force; 
12. Damage to the charging cables and plugs or Pantographs caused by incorrect use; 
13. Cyberattack or equivalent caused by an unprotected communication system; Inability 

to upgrade the Product's control software because of its location or a disabled 
communication network. The availability and operation of the communication network 
is the Customer's responsibility; or 

14. Bringing the Product to circulation as a used product. 

TO THE FULLEST EXTENT ALLOWED BY LAW, KEMPOWER HAS NO OBLIGATIONS REGARDING THE 
PRODUCTS OR SPARE PARTS OTHER THAN WHAT IS SPECIFIED IN THIS WARRANTY.  


























