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Overview 
This is a 30 minute huddle that 
will help you cover hot topics so 
you can have more 
knowledgeable advocates. 
 
Audience: All Sales Advocates 
 
 
 

Today’s Topic: Returns, 
Exchanges & Warranty 
– Say What? 
 
 

What: Need help understanding 
when customers qualify for 
Returns and Exchanges vs. when 
an issue falls under Warranty?  
You’ll learn all about that here.  
We will also give you a few tips 
on how to process each correctly! 
 
 

Why: We need to make the 
customer experience seamless 
by educating them on the process 
and handling the situation 
correctly the first time. 
 

So let’s start by defining each of these terms.  How would you define… 
 

 Returns 

A Return is when the customer asks to get their money back in exchange for the 

device or accessory that the previously purchased.  Customers can return their phone 

within 7 days of in Store purchase or 7 days of delivery if ordered online. 

 

 Exchanges 

An Exchange is when the customer asks to swap a previously purchased device or 

accessory for a new device or accessory. Customers can exchange their phone 

within 7 days of in Store purchase or 7 days of delivery if ordered online. 

 

 Warranty 

The time period (typically up to a year after purchase for new devices and up to 90 

days for refurbished devices) in which Aio will exchange the device if it has become 

defective due to NO fault of the customers. 

 

 Aio Protect Device Insurance 

Aio Protect is a device insurance plan provided by Aio and managed by Esecuritel.   

 

 

Hot Topics: Returns, Exchange, & Warranty – Say 
What? 
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Hot Topics: Returns, Exchange, & Warranty – Say 
What? 

Practice 
Guide your teams through the 
details of when to use the 
Returns and Exchange programs 
and the requirements of each 
program. 
 
Remember to use the questions 
provided to help guide the 
discussion. 
 
You are looking for them to 
provide you with the answers 
listed below each topic. 
 
 

Now that you understand each of these terms, let’s talk in more detail about 

when each applies and the requirements. 
 

 Returns: When does a customer qualify for a return?  What can they return?  What 

are the requirements?  How much does it cost? 

• When: Devices – Within 7 days of purchase if purchased in store, within 7 days 

of receipt if purchased online 

Accessories -  Within 7 days of receipt if purchased online, in store purchases 

are subject to that dealers policy 

• What: Devices or Accessories only!  Service plans or features are not subject to 

return/refund. 

• Requirements:  

• Must be returned through same sales channel as point of purchase (i.e. if 

purchased in an Aio Store, returned at same Aio store) 

• Must be in like new condition 

• Must have all original packaging and contents (charger, documents, etc.) 

• Must have a receipt 

• Cost: Devices – $25 restocking fee for online purchases, up to 25% for in store 

purchase, at dealer discretion 

Accessories – 10% restocking fee applied to accessories priced at $99 or more 

and purchased online, in store purchase are up to dealer discretion 
 

 Exchanges: When does a customer qualify for an exchange?  What can they 

exchange?  What are the requirements?  How much does it cost? 

• When, What, Requirements, and Cost are the same as Returns. (Note: all online 

orders are returned, credit will be refunded in 10 business days, customer can 

purchase a new device at any time.) 
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Hot Topics: Returns, Exchange, & Warranty – Say 
What? 

Practice 
Continue guiding your teams 
through the details of when to use 
the Warranty and Aio Protect 
programs and the requirements of 
each program. 
 
Remember to use the questions 
provided to help guide the 
discussion. 
 
You are looking for them to 
provide you with the answers 
listed below each topic. 
 
 

 Warranty: When does a customer qualify for the warranty program?  What can they 

return under the Warranty process?  What are the requirements? 

• When: New Devices – 1 year from purchase date, Refurbished Devices – 90 

days from purchase date. 

• What: Devices only!  

• Requirements:  

• Must be processed through Aio Support.  Aio Support must call IMM for 

an RA. 

• Always check the Aio Beat as some devices like new (not refurbished) 

Apple iPhone or the ZTE Velox (Tablet) have a separate Warranty 

process that must be followed. 

• Must not have any damage caused by the customer or by negligence on 

the part of the customer.  See Aio Beat for further examples and 

description. 

 

 Aio Protect: When can a customer purchase Aio Protect? If a customer has Aio 

Protect when do you submit an Aio Protect claim vs. a Warranty claim? 

• When to purchase: Customers can purchase Aio Protect at time of purchase in 

store or online.  After purchase, Aio Protect can be added within 7 days by 

visiting a store with their original receipt. 

• When to use:  If the customer has Aio Protect, use it first.  It benefits the 

customer – they get a new phone before returning the old phone. 
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Hot Topics: Returns, Exchange, & Warranty – Say 
What? 

Practice 
Now that your teams understand 
each program, walk through the 
steps they need to take to help a 
customer.  Set up the scenarios 
as the flow of a conversation with 
a customer would go.   
 
Let them attempt to give you the 
correct information to the 
questions listed in bold.   
 
The correct answers are provided 
should you need help in directing 
their answers. 
 
Remember to always use the Aio 
Beat for more detailed 
requirements and system steps. 
 

Now, let’s wrap this up by discussing how this sounds when talking to a 

customer.  Let’s go through each scenario and see what key information you 

would look for and provide to your customers.  Let’s start with Returns & 

Exchanges… 
 

 Procedure: Returns & Exchanges 

• What requirements does the customer need to meet to qualify?:  

Was the device purchased within the last 7 days in an Aio Store or delivered 

within the last 7 days if ordered online?   Is the device in like new condition?  

Does the customer have all of the original packaging and components? Does 

the customer have the receipt?  

• What do you need to do?:  

Process the exchange or return in RQ4.  For system steps see the Aio Beat.  

Be sure to process the exchange or return to the correct code (buyers 

remorse, etc.). 

• What should you make sure you obtain from the customer to send back to 

IMM?: 

The original packaging, all contents including documents, original receipt 

• What should you include in the account notes?:  

Include the IMEI of the device the customer is returning/exchanging, the 

purchase date, the reason for return, where the device was purchased, and 

when the customer made the attempt to return the device. 
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Hot Topics: Returns, Exchange, & Warranty – Say 
What? 

Practice 
Continue to walk through the 
steps your Advocates need to 
take to help a customer. 
 
 

Commit 
Ok, now you know the difference 
between each of these 
processes. 
So – when will you commit to 
begin using the information you 
learned today when helping your 
customers? 
 
 

Additional Resources 
Find more in the Aio Beat under 
Orders & Activations and then 
Returns & Exchanges, or 
Warranty, and  Plans & 
Features and then Aio Protect. 

 Procedure: Warranty Claims 

• What requirements does the customer need to meet?:  

Was the device purchased more than 7 days ago?  Was the device purchased 

less than 1 year ago? Or less than 90 days ago for refurbished devices? 

• What do you need to do?:  

Chat to the Max!  Customer Support can help you get an RA.   

• What does the customer need to know?:  

If the device is damaged it may not be eligible for a warranty claim.  The 

customer will receive a new device within 5 business days of returning their 

current device. 

• What should you include in the account notes?:  

Include the IMEI of the device the customer is making a warranty claim 

against, the purchase date, the reason for the claim, where the device was 

purchased, and when the customer made the attempt to file the claim. 

 

 Procedure: Aio Protect Device Insurance Claims 

• What requirements does the customer need to meet?:  

Does the customer have Aio Protect?  Was the device purchased more than 7 

days ago? 

• What do you need to do?:  

Direct the customer to Esecuritel to file a claim. 

• What should you include in the account notes?:  

Include the IMEI of the device the customer is filing a claim against, the 

purchase date, the reason for the claim, where the device was purchased, and 

when the customer made the attempt to file an Aio Protect claim. 


