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Olis Service Policy 

Olis, Inc. is committed to providing the best service possible. 
Not surprisingly -- especially on our 20-30 year old installations -- third party suppliers of essential components have discontinued their products, making it impossible for Olis to fully support older instruments. Instruments that run under DOS are very difficult to support fully, because there is no replacement for the computer or most electro-mechanical components. Thus, only limited support is available for these old systems. Happily, we can and enthusiastically recommend updating your old instruments to be modern. Our upgrades are comprehensive, rendering an old spectrophotometer new, fully supportable model again. 

Otherwise, for all models which we can support, the process is described below:

Step 1 - Initiate a Repair

In order to initiate a repair, please contact Customer Service at (800) 852-3504 (US & Canada) or (706) 353-6547 (worldwide) or by e-mail at techsupport@olisweb.com.

Step 2 - Define the Problem

Using the details you provide, one of our technical support staff will either have an immediate diagnosis or questions to narrow down the problem.  During this early interaction, it is contingent upon you to follow our instructions on tests to be run and provide results we ask for.  Always return data to us as *.OLS data files, as these files contain information valuable in the analysis stage.  Do not send us PDF, Excel, or other static images of data collected on your Olis spectrometer.
 

Based on the result of this diagnostic process we will determine what is required to get your system back in its operational status. 

Step 3 – Determine Where System is Serviced

Your Olis technical support representative will present to you with his conclusions and the options that are available in repairing the system.  

We consider the ideal scenario to be repair at your site by your people.  This offers the fastest possible turn-around time, is the least expensive route, and is a teaching opportunity for your staff empowering them for the future.  For this to be successful, it is best if one person on your side is appointed our contact.  If you have an instrument specialist in the group or department, s/he is usually the best candidate.  A student or technician who pays attention and follows direction well is also a good resource.  This designated person will work with your Olis technical support representative over the phone or an online remote control session. If applicable, replacement parts will be sent out to be installed by this designated contact person. 

If a repair is not feasible at the customer site or if previous repair attempts were not successful, the system will need to be shipped back to Olis for further diagnostics and/or repair.

Step 4 – Ship System to Olis (if necessary)

If it is determined that sending a system back for in-house repair is the appropriate action, your Olis representative will coordinate this process. All shipment expenses will be covered by the customer unless the instrument is under active warranty.  Return shipment expenses are covered by Olis if the instrument is under active warranty.
As part of the communication involved in sending your hardware here, you will receive a list of items that need to ship back for repair and recertification of your Olis product.

     

If necessary, a shipping crate and packing materials will be provided by Olis to ensure safe transport of the hardware. It is important to ensure that packing is complete and secure, so that we receive everything we ask for and it arrives here safely.  Your representative is happy to talk you through the packing process.

 
Olis shipment information:

On-Line Instrument Systems, Inc.
130 Conway Drive 

Suites A-D 

Attention: Authorized Repair 

Bogart, GA 30622-1724

USA

Step 5 – Determine Repair Cost

An expected repair cost will be communicated with the customer as soon as it can be determined.  In the case of issues like replacement lamps, this will be known in advance. In the case of problems which cannot be diagnosed until the product arrives here, it will be as soon after we receive the product as possible.  This quoted price will include all parts and labor involved in the repair and testing of the system.  All repair costs will be covered by the customer unless the instrument is under active warranty.
 

Repair work will begin after approval of estimated cost is received from the customer. If, during the repair process, it is determined that the cost will exceed the approved value, an updated price with an explanation will be sent to the customer for approval.

Depending on the estimated cost and the customer internal SOP (Standard Operating Procedure) a purchase order or credit card might be required as a base for initiating the work. 

 

Step 6 –Repair & System Return to Customer

Once approval is received here, the repair project will be added to our work schedule. An estimated date for completing repair and testing will be communicated with the customer.

Once repair and testing are completed, an invoice will be sent.  Return shipment will be released with an invoice against the purchase order or after credit card payment is received by Olis.  If the system is under warranty, the repaired parts will be returned immediately.

An Olis representative will contact the customer to coordinate the return shipment. Once the system has left here, you will be sent the tracking number from the carrier in charge of delivering the system. 

If you have any questions, please contact our office at (800) 852-3504 (US & Canada) or (706) 353-6547 (Worldwide) or by e-mail at techsupport@olisweb.com.
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