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Operational Excellence:
Process Optimization &
Customer Success Framework

* Device Transfer

* Onboarding

* Technical support
* RMA

« CSM
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OEM/Reseller Information

Your Information

*Your DCS Operator ID

2 5
New Customer Information
* Company Name
* First Name
* Country

* Post code

*Your Company's Name

Company Legal Name

* Last Name

* City

* Your Email Address

* Email

* Phone Number

@

* Address

Device Information

* Product Type Industry Machine Protocol
* Number of Sold Devices What are you selling?
Serial Number(S) Existing machine to be duplicated
Drag and drop, or browse your files
SEND
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Machine manufacturers
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MaCh | ne Operator First time customer?
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Already a Nayax customer?

Activate your device 2
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Your Information

* Company name * Email address

* First name * Last name Company legal name

* Country * City State [ Province
* Address * Post [ Zip code * Phone Number
@B

Device Information

* Mumber of machines * Industry

* Mayax device serial number/s * Support model
Drag and drop, or browse your files

1.Nayax support: Support provided by Nayax or its local
partner, in the local language and time zone.

This option will include Nayax monthly service fee per
device.

2 Machine manufacturer support: Support provided by
the machine manufacturer, according to its terms.

This option will include a lower Nayax monthly service

fee per device.
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Technical support & RMA .
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Nayax Tier 1 Nayax Tier 2 Nayax Tier 3
Support (local) Support Support
Tech Support + RMA Tech Support
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Nayax Nayax Technical Notes | Embedded RMA Process

Embedded RMA Process

Version 2.0

GENERAL

* OEM will be responsible for providing machine maintenance, including Nayax device replacement in case of an RMA,
* Unless instructed otherwise, OEM will be asked to scrap faulty Nayax devices.
» Nayax will support the OEM with 2% FOC replacement devices for each order abave 100 units.

PROCESS

# Owner Task OK NOK

1.  OEM Analyze the problem remotely. / Problem solved ¥ Open tickst at
oemsupport@nayax.com

Instruct OEM to lace

2. Nayax OEM team Analyze the problem remotely. / Close ticket i rep
faulty devices.

3 OEM Collect machines and replace faulty devices from own stock.

' Submit RMA form.
Core setup:
4.  Nayax OEM team * Disable faulty devices v Close ticket

= Attach replacement devices to machines.

* RMA form: “OEM Device Replacement Report” — Itemn, RMA Serial Number, Part Number, Reported Problem, Replacement Serial Number, Part Number.



Customer Success via CSM




CSM BERRINEIE:. B4 & BisEt4A?

What is CSM? What is Goal of CSM?

6 Right Product
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° Expert Support
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CSM Case Study
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Nayax

Thank you!

Adriana Zhu
Bright Chen
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