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1. Welcome and Warranty
Overview

Thank you for choosing Cryogenic Specialty
Manufacturing (CSM) products. We are
committed to delivering high-quality systems
engineered for performance, reliability, and long-
term value. This Warranty Booklet provides you
with clear, practical guidance on your warranty
coverage, responsibilities, and the procedures to
follow should you need service or support.

Our goal is to ensure a smooth ownership
experience by combining the clarity and customer-
care standards used by leading global
manufacturers with the technical rigor required for
advanced engineered systems.

1.1 Purpose
This booklet explains:
e  What is covered under your warranty
e What is not covered
e How to submit a warranty or service
request
e How to prepare products for return or
evaluation
e  Your responsibilities for installation,
operation, and maintenance
e Key procedures for specialized
components
It is designed to help you quickly understand your
coverage and access support whenever needed.

1.2 Scope of Warranty
Coverage

Your warranty applies to products manufactured
or supplied by us, including:
e  (Cryogenic, vacuum, and thermal-
management components
e Electrical and control assemblies
e Mechanical sub-systems
e Accessories, fittings, and integrated
assemblies
This warranty covers defects in materials and
workmanship under normal use, provided that
installation, operation, and maintenance follow
the instructions supplied with the equipment.

1.3 Our Commitments to You
We commit to:
i.  Supply equipment that meets rigorous
design and manufacturing standards
ii. Respond to service and warranty requests
within the defined period
iii. Provide clear return and RMA procedures
iv. Ensure fair and transparent warranty
evaluations
v. Support your installation whenever OEM
involvement is required
These commitments reflect the service reliability
and customer-support discipline practiced by
leading global brands.

1.4 Customer Feedback

CSM values your experience and continuously
seeks to improve our products and services. We
encourage the Original Purchaser to provide
feedback regarding:

e Product performance and usability

e |Installation, assembly, or commissioning
experience

e Warranty and service process experience

Feedback can be submitted via the designated
CSM email address provided in Section 8. This
input helps us enhance product quality, support
procedures, and overall customer satisfaction.

END OF SECTION
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PRODUCT WARRANTY LIST

2. Product Warranty List

No. ‘ Product Description Failure Description Warranty Period

2.1 LN2 Dosing

2.1.1 NovoDoser Due to Vacuum Loss 5 Years
L, H, Q, Petite, Ultraclean, & Aseptic

2.1.2 NovoDoser M Due to Vacuum Loss 2 Years

2.1.2 Controller for NovoDoser Fault or Failure 6 Months
(Applicable for Electronic Parts only)

2.1.3 Wear & Tear Parts Fault or Failure 3 Months
(Doser Heaters, Pressure Relief Valves, Solenoid Valves,
O-rings, Filters, Valve Seats etc.)

2.1.4 Instrumentation Components Fault or Failure 3 Months
(Speed Sensor, Container Sensor, Timing sensor, &
Encoder)

2.1.5 All Vacuum Insulated Products Manufacturing Defect 1Year
(Not Applicable for Foam-Insulated Sections,
Consumables & Wear Parts)

2.1.6 Workmanship - 1Year
(Applicable for System Purchase only)

2.2 Vacuum Insulated Piping

2.2.1 Static Vacuum Insulated Rigid Pipe Due to Vacuum Loss 10 Years

2.2.2 Static Vacuum Insulated Fittings, Valves, T-Filters, & Due to Vacuum Loss 5 Years
SemiFlex

2.2.3 Static Vacuum Insulated CryoFlex Due to Vacuum Loss 3 Years

2.2.4 Static Vacuum Insulated UltraFlex, TriFlex Feed, TriFlex Due to Vacuum Loss 1 Year
Return, PolyFlex, & HeFlex

2.2.5 Wear & Tear Parts Fault or Failure 3 Months
(Pressure Relief Valves, Valve Seats, Filters, O-rings etc.)

2.2.6 Instrumentation Components Fault or Failure 3 Months
(Gauges, Regulators etc.)

2.2.7 All Vacuum Insulated Products Manufacturing Defect 1 Year
(Not Applicable for Foam-Insulated Sections,
Consumables & Wear Parts)

2.2.8 Workmanship - 1 Year
(Applicable for System Purchase only)

23 Conditioning Equipment

2.3.1 Static Vacuum Phase Separator, Subcooler, CryoVent, & Due to Vacuum Loss 5 Years
Degasser

CSM-1300-R26.1
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Product Description

Failure Description

Warranty Period

23 Conditioning Equipment

2.3.2 Controller for Fault or Failure 6 Months
Phase Separator, Subcooler, & Electronic CryoVent
(Applicable for Electronic Parts only)

2.33 Vent Heater Fault or Failure 3 Months

2.3.4 Wear & Tear Parts Fault or Failure 3 Months
(Pressure Relief Valves, Valve Seats, O-rings etc.)

2.3.5 Instrumentation Components Fault or Failure 3 Months
(Gauges, Regulators etc.)

2.3.6 All Vacuum Insulated Products Manufacturing Defect 1Year
(Not Applicable for Foam-Insulated Sections,
Consumables & Wear Parts)

2.3.7 Workmanship - 1Year
(Applicable for System Purchase only)

2.4 Dewar Handling

24.1 Static Vacuum Dewar Changeover System, Transfer Due to Vacuum Loss 1Year
Pump

24.2 Controller for Fault or Failure 6 Months
Dewar Changeover, & Dewar Filling
(Applicable for Electronic Parts only)

243 Wear & Tear Parts Fault or Failure 3 Months
(Pressure Relief Valves, Valve Seats, O-rings etc.)

244 Instrumentation Components Fault or Failure 3 Months
(Gauges, Regulators etc.)

2.4.5 Dewar Filling System, Non-vacuum Transfer Pump Manufacturing Defect 1 Year

2.4.6 All Vacuum Insulated Products Manufacturing Defect 1Year
(Not Applicable for Foam-Insulated Sections,
Consumables & Wear Parts)

24.7 Workmanship - 1 Year
(Applicable for System Purchase only)

2.5 Cryotron

2.5.1 Static Vacuum Cryotron P, Cryotron V, Cryotron X, & Due to Vacuum Loss 5 Years
Cryotron G

2.5.2 Controller for Fault or Failure 6 Months
Cryotron P, Cryotron V, Cryotron X, & Cryotron G
(Applicable for Electronic Parts only)

253 Wear & Tear Parts Fault or Failure 3 Months

(Pressure Relief Valves, Valve Seats, O-rings etc.)

Page 5 of 27
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DETAILED WARRANTY TERMS AND CONDITIONS

No. ‘ Product Description Failure Description Warranty Period
25 Cryotron
254 Instrumentation Components Fault or Failure 3 Months
(Gauges, Regulators etc.)
2.5.5 All Vacuum Insulated Products Manufacturing Defect 1 Year
(Not Applicable for Foam-Insulated Sections,
Consumables & Wear Parts)
2.5.6 Workmanship - 1Year
(Applicable for System Purchase only)
2.6 Cryopreservation
2.6.1 Static Cryopreservation Tank Due to Vacuum Loss 5 Years
2.6.2 Controller for Fault or Failure 6 Months
Cryopreservation Tank
2.6.3 Wear & Tear Parts Fault or Failure 3 Months
(Pressure Relief Valves, O-rings etc.)
2.6.4 Instrumentation Components Fault or Failure 3 Months
(Gauges, Regulators etc.)
2.6.5 All Vacuum Insulated Products Manufacturing Defect 1Year
(Not Applicable for Foam-Insulated Sections,
Consumables & Wear Parts)
2.6.6 Workmanship - 1Year
(Applicable for System Purchase only)
2.7 Cryogenic Components
2.7.1 Jacketed Valve, Bayonet Connection, Welded Manufacturing Defect 1 Year
Connection, Vacuum Components, Compensator
2.7.2 Wear & Tear Parts (Pressure Relief Valves, Valve Seats, Fault or Failure 3 Months
O-rings etc.)
2.7.3 Instruments Fault or Failure 3 Months
—  Regulator (Pressure Regulator & Filter Regulator)
—  Valve (Relief valve, non-jacketed cryogenic valve,
solenoid valve)
—  Sensory device [Temperature sensor
(thermocouple, cryo-stic level sensor), pressure
sensor, level sensor, speed sensor, container
sensor, timing sensor, encoder]

END OF SECTION
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3. Detailed Warranty Terms and Conditions

This Section defines the scope, classification, and handling of warranty claims for products supplied by CSM.

For clarity and proper administration, warranty claims are categorized based on when and how a defect is
discovered, and are handled under different procedures and eligibility criteria.

Specifically, defects are classified as either:

i. Shipping & Pre-Usage Defects — (Section 3.2); or
ii. Operational Defects — (Section 3.3 and Section 3.4).

The applicable warranty coverage, notification requirements, evaluation process, and remedies depend on the
defect category, as further detailed below.

3.1 General Warranty Coverage

3.1.1 All sales of the product from CSM to the Original Purchaser are subject to CSM’s standard Terms and
Conditions (T&C). These T&C are legally binding contracts outlining the rights and obligations of both
parties.

3.1.2 The specific terms applicable to the purchase shall be those in effect as of the date stated on the
Delivery Note, as communicated by email and included with the delivered product.

3.1.3 CSM warrants that products supplied to the Original Purchaser are free from defects in materials and
workmanship when used, installed, operated, and maintained in accordance with CSM instructions and
specifications, and subject to the defect classifications and limitations set forth in this Section.

3.1.4 Under this warranty, CSM may, at its sole discretion,

i. repair the defective product,
ii. replace it with a new or refurbished product.
3.1.5 All warranty actions are subject to the evaluation procedures prescribed in Section 4.

3.2 Warranty for Shipping & Pre-Usage Defects
3.2.1 Scope of Coverage

3.2.1.1 This warranty category applies exclusively to defects, damage, or discrepancies that exist at the time of
the Original Purchaser’s receipt of the product, or that are discovered prior to installation,
commissioning, pressurization, energization, or operational use, and solely with respect to
transportation or shipment arranged by CSM.
3.2.1.2 Claims under Shipping & Pre-Usage Defects may include, but are not limited to:
i. Damage sustained during transportation arranged by CSM, and occurring prior to receipt by the
Original Purchaser,
ii. Missing items, incorrect quantities, or incorrect products as compared with the Delivery Note or
sales documentation,
iii. Visible physical defects, deformation, or non-conformance that are reasonably identifiable
through visual inspection at the time of receipt.
3.2.1.3 Exclusions — The following are not covered under this category:
i. Damage occurring after the inspection period, including damage arising during storage, handling,
or installation by the Original Purchaser.
ii. Defects not reported within the required notification period,
iii. Damage caused by improper unloading, mishandling, or improper storage conditions at the
Original Purchaser’s site.
iv. Any issues discovered after the product has been installed, used, pressurized, or energized, which
fall under operational warranty claims (refer to Section 3.3),
v. Cosmetic imperfections or minor surface conditions that do not affect functionality or
performance.

Page 7 of 27 CSM General Warranty & Service Booklet CSM-1300-R26.1
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vi. Any damage or loss arising from transportation, shipment, or logistics not arranged or controlled
by CSM, including customer-arranged or third-party freight.

3.2.1.4 Once a product has been installed, commissioned, pressurized, energized, or otherwise placed into
service, any defect, failure, or performance issue shall be evaluated solely under the Operational
Warranty provisions in Section 3.3.

3.2.1.5 Unless otherwise expressly agreed in writing, all sales by CSM are made under EXW or FCA Incoterms®
(latest edition). Under EXW or FCA terms, risk of loss or damage transfers to the Original Purchaser at
the point specified by the applicable Incoterm, and CSM shall have no responsibility for damage
occurring during transportation arranged by the Original Purchaser or any third party acting on its
behalf. Notwithstanding the above, shipping damage warranty coverage under Section 3.2 applies only
where transportation is expressly arranged by CSM. In such cases, coverage is limited strictly to
damage occurring during the transportation segment under CSM’s control.

3.3 Warranty for Operational Defects
3.3.1 Scope of Coverage

3.3.1.1 Operational defects include issues arising after the product has been placed into service (installed,
commissioned, pressurized, or energized). Operational defect claims are evaluated based on product
type, scope of supply, and responsibility for installation and system integration.
3.3.1.2 Operational warranty coverage applies only within the applicable warranty period stated in Section 2
and is subject to the procedures in Section 4.
3.3.1.3 Operational defects include the following categories, where applicable:
i. Loss of vacuum integrity (Vacuum-Insulated Products only)
Loss of vacuum integrity in products that are manufactured, evacuated, and sealed by CSM,
occurring within the applicable warranty period.
ii. Functional Fault or Failure
Failure of a product or component to perform its intended function due to internal defects not
caused by misuse, improper installation, unauthorized modification, or environmental or
operational abuse.
iii. Manufacturing Defect
Defects in materials or workmanship, including fabrication errors, weld defects, dimensional non-
conformance, or assembly errors attributable to CSM.
3.3.1.4 Operational defect coverage is further classified into component-level (Section 3.3.2) and system-level
(Section 3.3.3) warranty.

3.3.2 Component-level Warranty

CSM provides operational warranty coverage at the component level for individual mechanical and electrical
components supplied as part of a cryogenic system or sold separately.

3.3.2.1 Mechanical Components
3.3.2.1.1 Mechanical components include cryogenic and non-cryogenic mechanical items manufactured or
supplied by CSM. These components may be vacuum-insulated, vacuum-jacketed, or non-vacuum
jacketed, depending on product design.
3.3.2.1.2 Covered components include, but not limited to:
i.  Vacuume-insulated rigid pipes and transfer lines,
ii. Vacuum-insulated flexible hoses and transfer lines,
iii. Phase separators, and degassers,
iv. Vacuume-insulated valves, fittings, and filters,
v. NovoDoser body,
vi. Vacuum-jacketed components (e.g., connections, valves)
vii. Cryogenic instrumentations (e.g., non-vacuum jacketed valves, sensory devices, regulators)

CSM-1300-R26.1 CSM General Warranty & Service Booklet Page 8 of 27
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3.3.2.1.3 CSM warrants mechanical components against the following operational defects, when used under
normal operating conditions:
i. Loss of Vacuum Integrity (where applicable)
Applicable only to vacuume-insulated products that are evacuated and sealed by CSM. CSM
warrants that such products will remain vacuum-tight within the applicable warranty period.
ii. Functional Fault or Failure
Failure of mechanical components due to internal defects, excluding failures caused by misuse,
improper installation, or external influences.
iii. Manufacturing Defects
Defects in materials or workmanship, including fabrication inaccuracies, weld defects, or
dimensional inconsistencies.
3.3.2.1.4 The mechanical component warranty does not cover:
i.  Normal wear and tear, fatigue, or consumable items
ii. Cosmetic or aesthetic imperfections that do not affect performance or functionality
iii. Improper installation, alignment, welding, or assembly by non-authorized personnel
iv. Damage caused by impact, vibration, overloading, or mechanical abuse
v. Corrosion, contamination, moisture ingress, or exposure to incompatible fluids or media
vi. Modifications, repairs, or tampering by non-authorized parties
vii. Operation or transport outside CSM-specified limits
viii. Failures caused by external equipment or interfaces not supplied or approved by CSM

3.3.2.2 Electrical Components

3.3.2.2.1 CSM provides a limited warranty for electrical components supplied as part of a cryogenic system or
sold individually. This warranty applies strictly to internal electrical defects arising from
manufacturing or assembly workmanship.
3.3.2.2.2 Covered electrical components include, but are not limited to:
i.  PLCs and internal I/0 modules within the controller
ii. Internal power supply units within the controller
iii. Sensors and electronic accessories integrated within the controller
3.3.2.2.3 Subject to the applicable warranty period, this warranty covers the following internal electrical
defects:
i. Internal circuitry failures that prevent the controller or electrical component from performing
its intended function
ii. Malfunction resulting from manufacturing defects in soldering, internal connections, or
electronic assembly within the controller or electrical component
3.3.2.2.4 This electrical warranty shall be void and inapplicable if the failure or damage results from any of the
following:
i.  Overvoltage, undervoltage, power surges, or transient electrical events
ii. Short circuits caused by external wiring, improper connections, or incorrect interfacing
iii. Inadequate external grounding or unstable external power supply conditions
iv. Damage caused by fire, corrosion, contamination, moisture ingress, or exposure to
incompatible fluids, chemicals, or media
v. Operation, storage, or transportation outside CSM’s specified environmental or operating
parameters
vi. Any unauthorized modification, repair, or tampering with internal electrical circuitry

3.4 System-level Warranty

CSM provides a warranty for complete cryogenic systems supplied as full system purchases and commissioned
by CSM or a CSM-authorized sales and technical partner. This warranty covers workmanship associated with
system assembly, installation, and commissioning.

Page 9 of 27 CSM General Warranty & Service Booklet CSM-1300-R26.1
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34.1

34.2

343

3.4.4

Cryogenic systems refer to complete, integrated assemblies designed to store, deliver, regulate, or
apply cryogenic fluids. These include all structural, functional, and mechanical elements required for
system operation, such as supports, connections, brackets, and mounts.

Covered systems include, but are not limited to:

i.  Liquid nitrogen dosing system

ii. Cryogenic delivery and control system

iii. Integrated piping manifolds

iv. Other complete cryogenic process systems supplied and commissioned by CSM or a CSM-
authorized partner.

The 1-year period workmanship warranty covers:
i.  Proper assembly, installation, and commissioning of the system according to CSM procedures
ii. Mounting, alignment and integration of system components

The workmanship warranty does not apply to:

i.  Failures or damage caused by misuse, environmental factors, operational conditions outside CSM
specifications, or unauthorized modifications,

ii. Normal wear and consumables, or routine maintenance items,

iii. Any installation, assembly, or commissioning work that is performed by personnel not employed
by CSM or not a CSM-authorized sales and technical partner,

iv. System that are modified, altered, or reworked by any non-CSM party without prior written
approval from CSM.

v. Any system in which non-CSM original parts, spare parts, accessories, or replacement components
are installed or used, unless expressly approved in writing by CSM. Use of third-party or non-
authorized parts shall automatically void the applicable workmanship warranty, regardless of
whether such parts are directly related to the reported failure.

END OF SECTION
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4. Warranty Handling Process

4.1 Original Purchaser Inspection and Notification Obligations

4.1.1 Shipping & Pre-Usage Defects

4.1.1.1 The Original Purchaser is responsible for inspecting all products immediately upon receipt to identify
any damage, discrepancy, or defect that may have occurred during shipment or prior to initial use (see
Section 3.2).
4.1.1.2 Written notification must be submitted to the designated CSM email address within seven (7) calendar
days of receipt and must include sufficient supporting information, including:
i.  Aclear description of the defect or discrepancy observed,
ii. Photographs showing the damaged or defective area,
iii. Videos, where applicable, demonstrating the issue or unpacking condition.
iv. The Service Record Form (see Section 9), and
v. Logistics or delivery documentation sufficient to establish the date of receipt, such as a signed
Delivery Note, proof of delivery (POD), airway bill, bill of lading, or courier confirmation.
4.1.1.3 Failure to provide written notification within the seven (7) calendar days period, including required
supporting information, voids the Original Purchaser’s right to submit a warranty claim for shipping or
early-delivery defects. Where the Original Purchaser fails to provide acceptable proof of receipt date,
CSM reserves the right to determine the receipt date based on available shipping records or to reject
the claim.

4.1.2 Operational Defects

4.1.2.1 For operational defects arising after the product has been installed, commissioned, pressurized,
energized, or otherwise placed into service (see Section 3.3), the Original Purchaser must notify CSM
promptly upon discovery of the issue.
4.1.2.2 The notification must include all supporting information reasonably required for CSM to assess the
claim, which may include:
i.  The most recent Service Record Form,
ii. Operating conditions and usage history,
iii. Photographs or videos,
iv. Performance data, serial numbers, and any other relevant documentation.
4.1.2.3 Unreasonable delays in reporting operational defects that materially impair CSM’s ability to verify the
reported issue may result in denial of warranty coverage.

4.1.3 System-level Warranty

4.1.3.1 For system-level warranty claims following assembly, installation, and commissioning (see
Section 3.4), the Original Purchaser must notify CSM promptly upon discovery of the issue.

4.1.3.2 The notification and documentation requirements set forth in Section 4.1.2.2 shall apply equally to
system-level warranty claims.

4.1.3.3 Delays in reporting system-level issues that materially affect CSM’s ability to evaluate the claim may
result in denial of warranty coverage.

4.2 CSM Warranty Evaluation and Response Process

4.2.1 Acknowledgement of Notification

4.2.1.1 Upon receiving written notification of a product issue from the Original Purchaser, CSM will review the
information provided and initiate an internal investigation.

4.2.1.2 CSM will provide an initial acknowledgement of receipt within twenty-four (24) hours of receiving the
notification. A detailed technical assessment, together with advice on the next steps, will be provided
within three (3) to five (5) business days thereafter.
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4.2.2 Initial Technical Assessment

4.2.2.1 If the issue is verified through remote diagnostics or supporting evidence (images, videos, or test
data), CSM will assess whether remote resolution is feasible, considering the technical nature of the
defect and safety considerations.
4.2.2.2 CSM may provide one or more of the following supports:
i. Remote correction through technical guidance or configuration adjustments,
ii. Shipment of replacement subcomponents, parts, or fittings when appropriate,
iii. Software or firmware updates for applicable electronic components,
iv. Provision of corrective instructions for installation- or setup-related issues.
4.2.2.3 If the issue is successfully resolved through this process, the warranty case will be closed, and no
further action is required from the Original Purchaser.

4.2.3 Return Inquiry and Warranty Validation

4.2.3.1 Where remote resolution is not feasible, the Original Purchaser may formally request authorization to
return the product by submitting a written request via email, accompanied by the relevant sales
invoice. CSM will then verify:
i. The warranty period applicable to the product, and
ii. The nature and eligibility of the reported issue.
4.2.3.2 If the product is found to be outside the applicable warranty period:
i. CSM will decline the Return Merchandise Authorization (RMA) request.
ii. The Original Purchaser may consult an authorized CSM representative regarding repair or
replacement options for guidance.
iii. Any diagnostic, repair, or replacement costs will be fully chargeable to the Original Purchaser.
iv. The Original Purchaser may alternatively proceed with a new purchase instead of repair.
4.2.3.3 If the product is within the warranty period and the issue qualifies as a potential warranty claim:
i. CSM will issue an RMA Request Form (see Section 9) to the Original Purchaser.
ii. The Original Purchaser must complete and return the form together with any required
supporting information.
iii. Upon receiving a complete submission, CSM will issue an RMA number within twenty-four (24)
hours.
iv. If information is incomplete, inconsistent, or missing, CSM may decline to issue an RMA number
until corrections are provided.

4.2.4 Return Shipment and Packaging Requirements

4.2.4.1 The Original Purchaser may return a product only after CSM has issued a valid RMA number.
i. Products returned without an RMA number will not be accepted, inspected, or processed and
may be returned to the sender at the sender’s cost.
ii. Issuance of an RMA number does not guarantee warranty approval; it authorizes product return
for evaluation.
4.2.4.2 Before shipping the product, the Original Purchaser must provide photographic or video
documentation, showing
i. The product condition,
ii. Allincluded accessories,
iii. Completed packaging before the crate or outer container is sealed.
The Original Purchaser must submit this documentation to CSM via email at least twenty-four (24)
hours prior to shipment.

4.2.4.3 Each item returned must also be shipped with the following documents enclosed:
i. Afully completed RMA Request Form bearing the issued RMA number,
ii. A copy of the original sales invoice,
iii. A copy of the most recent Service Record Form,
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iv. Any written correspondence from CSM confirming warranty eligibility or return instruction (if
applicable)
CSM reserves the right to refuse processing of returned products that arrive with incomplete, missing,
or incorrect documentation.

4.2.4.4 All returned items must be packaged with a level of protection equal to or better than the original
packaging supplied by CSM. Where available, the Original Purchaser shall reuse the original crate and
packaging materials provided by CSM:
i. The packaging must prevent physical damage, contamination, or moisture ingress during
transport.
ii. At minimum, packaging must include:
a) Film wrap around the product to prevent moisture or particle intrusion,
b) Cushioning materials such as sponge or foam to protect all sides,
c) Fixtures orinternal supports to keep the product securely positioned and immobilized within
the package,
d) Placement inside a rigid crate or equivalent protective outer container suitable for the
product’s size and weight.
iii. CSM reserves the right to reject or adjust warranty claims if damage is determined to have
occurred due to inadequate packaging.
4.2.4.5 Accessories required for evaluation or operation:
i. Include cable, sensors, regulators, valves, fittings, connector sets, mounting hardware, power
adapters or interface modules where applicable.
ii. If found not included with the returned product, CSM may, depending on the importance of the
item:
a) Decline warranty processing if evaluation cannot proceed safely or accurately,
b) Require the Original Purchaser to supply the missing item before evaluation,
c) Proceed with limited evaluation if feasible, noting that findings may be incomplete, or
d) Provide replacement accessories at additional cost to the Original Purchaser.
4.2.4.6 All return shipments must be made under Delivery Duty Paid (DDP) terms, with freight, duties, taxes,
and insurance fully borne by the Original Purchaser.
4.2.4.7 Returned products must be sent only to the official CSM address specified in Section 8 of this warranty
booklet. Shipments sent to incorrect addresses may result in processing delays or rejection.
4.2.4.8 CSM is not responsible for any loss, delay, or damage, occurring during transit from the Original
Purchaser to CSM.
4.2.4.9 The returned product must be delivered to CSM’s designated facility no later than thirty (30) days from
the date of RMA number issuance.
i. Products received after this period may be refused, and the associated warranty claim may be
rendered invalid, unless an extension has been granted in writing by an authorized CSM
representative.

4.3 CSM Evaluation of Returned Items

4.3.1 Receipt and Registration of Returned Product

4.3.1.1 Upon arrival at CSM’s facility, all returned products will be inspected for:
i.  Matching RMA number and accompanying documentation,
ii. Compliance with packaging and shipping requirements stated in Section 4.2,
iii. Presence of all accessories or components listed in the RMA Request Form.
4.3.1.2 Returns received without valid documentation, without the assigned RMA number, or in damaged or
inadequate packaging may be rejected, returned to the sender, or accepted only on a non-warranty,
chargeable basis.
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4.3.2 Initial Condition Assessment

4.3.2.1 CSM will conduct an initial external inspection to assess physical condition, signs of mishandling,
contamination, or damage occurring during shipment.

4.3.2.2 If external or internal damage is determined to have resulted from improper packaging or non-
compliance with Section 4.3, the warranty claim may be partially or fully rejected.

4.3.3 Technical Evaluation and Functional Testing

4.3.3.1 A qualified CSM technician will evaluate the product to verify the reported issue. The evaluation may
include:
i. Visual inspection of mechanical assemblies,
ii. Leak or vacuum integrity testing where applicable,
iii. Electrical and electronic diagnostics,
iv. Component-level inspection for manufacturing defects, faults, or failures.
4.3.3.2 Where applicable, CSM may compare the returned item against historical service data, test
parameters, installation records, or operational logs provided by the Original Purchaser.
4.3.3.3 The evaluation period, typically seven (7) —fourteen (14) business days from receipt, may be extended
in cases where:
i. The returned item arrives with missing accessories or incomplete documentation,
ii. Additional diagnostic procedures are required to reproduce or verify the issue,
iii. Specialized equipment, test fixtures, or cryogenic conditions are required to complete the
evaluation,
iv. Replacement components or test parts must be sourced from third-party manufacturers,
v. Operational constraints such as laboratory scheduling, test bench availability, or high service
volume temporarily affect evaluation capacity.
CSM will notify the Original Purchaser if additional evaluation time is required and will provide an
updated estimated completion timeframe.

4.3.4 Determination of Warranty Eligibility

4.3.4.1 CSM will assess whether the identified issue falls within the scope of the applicable warranty,
considering:
i.  Warranty period validity,
ii. Type of defect (manufacturing defect, vacuum loss, component failure, etc.),
iii. Compliance with CSM operational specifications,
iv. Any evidence of misuse, unauthorized modification, improper installation, or operation outside
specified conditions.
4.3.4.2 CSM may reject or reclassify the claim as non-warranty if:
i. The defect is not replicable,
ii. Damage is unrelated to manufacturing or functional failure,
iii. Tampering, alteration, or misuse is found,
iv. The issue resulted from third-party installation or service not performed by CSM or a CSM-
authorized partner.

4.3.5 Evaluation Outcome and Notification

4.3.5.1 Upon completion of the evaluation, CSM will classify the case as either:
i.  Manufacturing defect confirmed, or
ii. No manufacturing defect / non-warranty condition identified.
4.3.5.2 In the case where no manufacturing defect is found, CSM will issue a detailed written evaluation
report describing the findings, the technical justification, and the reasons the issue does not fall under
manufacturing defect or warranty:
i. CSM will, where relevant, explain contributing factors such as installation issues, operational
conditions, external influences, or third-party handling, clarifying that the cause is not
attributable to CSM.
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ii. If the Original Purchaser accepts the report, the case will proceed to the applicable remedy or
chargeable service arrangement under Section 4.5.

iii. If the Original Purchaser disputes the findings, the matter may be escalated for discussion,
technical clarification, or further review. CSM is not obligated to alter its findings unless new
evidence is provided.

4.3.5.3 In the case where manufacturing defect is verified, CSM will proceed directly to the applicable
warranty remedy in Section 4.4 without requiring customer acceptance of the report.

4.4 Warranty Remedies

4.4.1 General Principles

4.4.1.1 If a product is confirmed to have a manufacturing defect within the warranty period, CSM may, at its
sole discretion, conduct:
i. Repair, or
ii. Replacement,
4.4.1.2 The selection of remedy is at the sole and exclusive discretion of CSM, based on technical, safety, and
logistical considerations.

4.4.2 Remedies for Returned Items

4.4.2.1 If the defect is repairable, CSM will restore the product to proper operating condition. Repairs may
include:
i. Component replacement,
ii. Weld repair or leak/vacuum restoration,
iii. Electronic board or module repair,
iv. Correction of manufacturing defects affecting performance.
4.4.2.2 If the product is deemed non-repairable, CSM may supply:
i. Areplacement product of the same model, or
ii. An equivalent or functionally comparable product if the original model is discontinued.
4.4.2.3 All repaired or replaced items under warranty will be shipped to the Original Purchaser on DDP
(Delivered Duty Paid) terms, with CSM responsible for all transportation costs, customs clearance,
duties, and taxes to the Original Purchaser’s designated site.

4.4.3 Ownership of Returned Items

4.4.3.1 Any product returned to CSM that is subsequently replaced or refunded under this warranty will
become the property of CSM. Such items will not be returned to the Original Purchaser unless an
explicit request is made before or at the time the remedy is confirmed.
4.4.3.2 If the Original Purchaser requests the return of the evaluated item after replacement or refund, CSM
may:
i. Return the item under DDP (Delivery Duty Paid) terms
ii. Return the item in its evaluated condition, without further restoration, reassembly or functional
reinstatement.

4.5 Non-Warranty Remedies

4.5.1 Where the Original Purchaser accepts a non-warranty report, CSM may provide:
i. Chargeable repair,
ii. Chargeable replacement, or
iii. Return of the item to the customer.
4.5.2 If the Original Purchaser declines all options and does not request return of the item within fourteen
(14) days, ownership transfers to CSM.
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4.6 Advance Replacement Request

4.6.1 Advance Replacement without Waiting for Return

4.6.1.1 Where operational continuity is critical, CSM may, at its sole discretion, provide an advance
replacement item to the Original Purchaser prior to CSM’s receipt of the faulty product (“Advance
Replacement”). In the case of Advance/Urgent Replacement, this item is a Consigned Asset belonging
to CSM until the warranty claim is verified and the faulty part is surrendered.
4.6.1.2 The Advance Replacement is dispatched under Ex Works (EXW) or FCA Incoterm (latest revision),
consistent with standard delivery terms for new sales, see Section 3.2.1.5.
4.6.1.3 For each Advance Replacement, CSM will issue a Consignment Note & Advance Replacement
Agreement (see Section 9), which serves as the delivery record. No sales tax invoice will be issued at
this stage, in accordance with E-Invoicing regulations for temporary asset transfers.
4.6.1.4 The consignment period is strictly thirty (30) calendar days from the date stated on the Consignment
Note. The Original Purchaser must return the faulty item to CSM within this period.
4.6.1.5 If the faulty item is not returned within the thirty-day consignment period, the consignment status is
revoked. The Advance Replacement will automatically be converted into a chargeable sale, and CSM
will issue a Final E-Invoice for the full value of the replacement item. This invoice is non-reversible and
non-refundable.
4.6.1.6 If the faulty item is not received by CSM within the thirty (30) day consignment period:
i. The consignment status shall be automatically revoked,
ii. The Advance Replacement shall be deemed a completed sale, and
iii. CSM will issue a final Sales Order and E-Invoice for the full value of the replacement item.

Such invoice shall be non-reversible and non-refundable.

4.6.1.7 If the faulty item is returned within the required timeframe, CSM will evaluate the returned item in
accordance with Section 4.3 (CSM Evaluation of Returned Items). The evaluation outcome and
subsequent handling shall follow Section 4.4 (Evaluation Outcome and Customer Communication) and
Section 4.5 (Warranty Remedies)

4.6.1.8 Where the returned item is determined to be non-warranty, the Advance Replacement may be
converted into a chargeable transaction, or other commercial remedies may apply, in accordance with
Sections 4.4 and 4.5.

4.6.1.9 All returns under an Advance Replacement arrangement remain subject to CSM’s packaging,
documentation, shipping, and RMA requirements as specified in Sections 4.2 and 4.3.

4.7 Service Record Management

CSM will provide the Original Purchaser with a Service Record Form upon completion of each warranty or
service intervention, whether covered under warranty or otherwise.

For any subsequent warranty claims or service inquiries, the Original Purchaser must submit the most recently
updated Service Record Form along with the required supporting information (photographs, videos,
descriptions, or other documentation). This ensures accurate evaluation and continuity of service history.

END OF SECTION
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5. Limitations and Disclaimers

5.1 CSM’s liability under this warranty is strictly limited to the specific remedies described in Section 4.5. No
other remedies, obligations, or compensations—whether express or implied—are available unless
explicitly stated in this document.

5.2 CSM is not liable for any indirect, incidental, special, punitive, or consequential damages, including but
not limited to loss of product, loss of profit, operational downtime, production delays, or any cost incurred
due to replacement sourcing or shipment delays.

5.3 Except as expressly provided in this Warranty Booklet, CSM makes no other warranties, express or
implied. This includes, without limitation:

i.  Anyimplied warranty of merchantability,
ii. Anyimplied warranty of fitness for a particular purpose, and
iii. Anyimplied warranty arising from performance, usage, or trade practice.

5.4 CSM does not guarantee system performance or operational outcomes except where expressly stated in a
mutually agreed and approved User Requirement Specification (URS).

5.5 No warranty applies to any product or system that has been altered, modified, misused, improperly
installed, or serviced by non-authorized personnel, as stated in earlier sections.

END OF SECTION
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6. Superseding Agreements

6.1 In the event of any conflict or inconsistency between the provisions of this Warranty Booklet and a
separate written agreement signed by an authorized CSM representative, the terms of the separate
written agreement shall prevail.

6.2 Any modification, exception, or special warranty condition is valid only if:

i. Itis documented in writing,
ii. It clearly states the terms that differ from this Warranty Booklet, and
iii. Itissigned by a CSM representative with express authorization to approve such deviations.

6.3 Verbal assurances, informal communication, or non-authorized written statements do not constitute a

superseding agreement and do not modify or extend any warranty terms.

END OF SECTION
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7. Definitions

For the purposes of this Warranty Policy, the following terms shall have the meanings set forth below:

7.1 “Cryogenic Specialty Manufacturing (CSM)”

“CSM” refers to Cryogenic Specialty Manufacturing, including its subsidiaries, affiliates, authorized
representatives, and designated service providers, as applicable, that manufacture, supply, or support the
products covered under this Warranty Booklet.

7.2 “Original Purchaser”

The customer, entity or individual that first purchases the Product directly from CSM and whose name appears
on the sales order, invoice, or Delivery Note.

7.3 “Product”

Any cryogenic component, assembly, equipment, accessory, spare part, or system supplied by CSM under a
valid sales order.

7.4 “Manufacturing Defect”

A non-conformance arising from CSM’s workmanship, materials, or manufacturing processes that causes the
Product to fail to meet CSM’s documented specifications under normal use.

7.5 “Vacuum-Insulated Product”

A product in which the thermal insulation is provided by a sealed vacuum space between two layers (inner and
outer walls) designed to minimize heat transfer. Warranty coverage for vacuum-insulated products includes
protection against loss of vacuum integrity, functional failure, or manufacturing defects.

7.6 “Vacuum-Jacketed Product”

A product in which CSM supplies the vacuum layer structure (inner and outer walls) but does not evacuate or
seal the annular space. The vacuum is intended to be applied and sealed by the Original Purchaser or end user
after the product is installed or welded into their system. Warranty coverage for vacuum-jacketed products is
limited to manufacturing defects, functional faults, or failures of structural and mechanical components.

7.7 “Non-vacuum Jacketed Product”

A product that does not have a vacuum layer for thermal insulation. These include standard mechanical, or
instrumentation components. Warranty coverage for non-vacuum jacketed products is limited to functional
faults, manufacturing defects, or failures as described in the operational warranty provisions.

7.8 “Warranty Period”

The duration of coverage stated in this Warranty Policy, commencing from the date indicated in the applicable
section (e.g., Delivery Note date or Invoice date).

7.9 “Consumables”

Items that are inherently subject to wear, degradation, or depletion during normal operation, including but not
limited to filters, O-rings, seals, lubricants, desiccants, gaskets, cryogenic hoses, and other components
classified by CSM as consumable.

7.10 “Non-Warranty Condition”

Any condition of failure, damage, or performance issue that does not qualify as a Manufacturing Defect,
including conditions arising from misuse, improper installation, unauthorized modification, environmental
contamination, wear-and-tear, or operation beyond published specifications.
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7.11 “Evaluation”

CSM'’s technical review of the returned or reported Product to confirm the fault, determine the cause, classify
the issue (warranty or non-warranty), and establish the appropriate remedy.

7.12 “Return Merchandize Authorization (RMA)”

The approval and documentation issued by CSM permitting the return of a Product for evaluation, repair,
replacement, or further processing.

7.13 “Order Confirmation (OC)”

A formal commercial document issued by CSM to record a billable transaction, including advance replacement
charges, non-warranty service charges, or replacement-item sales.

7.14 “Replacement Item”

A Product provided to the Original Purchaser in place of the evaluated item, whether as a warranty remedy,
chargeable service, or advance/urgent replacement.

END OF SECTION
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8. Contact Information

For all warranty-related matters—including RMA requests, product returns, technical clarification, and
commercial inquiries—the Original Purchaser may contact CSM using the information below:

8.1 Official Contact Email

All communication shall be directed to:

E-mail info@csm-cryogenic.com
Support line +60-3-8051-0982

These serve as the points of contact for Warranty, RMA, technical support, sales charges, and escalation
matters.

8.2 Return Shipment Address

All physical returns must be shipped to the following address, unless otherwise instructed in writing by CSM:

CSM - 10, Jalan PPU 3A,

Warranty & Taman Perindustrian Pusat Bandar Puchong,
SN0 47150 Puchong, Selangor, Malaysia.
Address

The assigned RMA number must be clearly indicated on the shipment and all accompanying documents.

8.3 Regional Support

To ensure prompt and reliable service, CSM maintains a global network of authorized sales and service
partners. For the latest information on regional service centers, technical resources, or authorized partners,
please visit our official website. This ensures that you receive professional, certified support wherever your
CSM products are installed.

Kl v scryogenic.com

END OF SECTION
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9. Attachment
9.1 RMA Request Form

See following page: CSM-1301-R26.0.

9.2 Product Service Record Form
See following page: CSM-1302-R26.0

9.3 Consignee Note & Advanced Replacement Agreement
See following page: CSM-1303-R26.0

9.4 Customer Feedback Form
See following page: CRYO-10-QMF-01 Rev 0
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Cryogenic Specialty Manufacturing Sdn. Bhd.
‘ RYOG E N I ‘ Lot 10, Jalan PPU3A, 47150 Puchong, Selangor. Doc. No. : CSM-1301
SPECIALTY MANUFACTURING Tel: +603-80510982 ; Fax: +603-80510913 Rev. No. : 26.0

QUALITY WITHA ADIFFERENCE

RETURN MERCHANDISE AUTHORIZATION (RMA) REQUEST FORM

End User Details

Company Name

Company / Plant Address

Original Purchaser Details

Company Name

Contact Person Phone / Email

Product Return Information

Part Name
Part Number Serial Number
Invoice Number Invoice Date

Technical Person

Part Problem
Description

RMA Number

Replacement Item Serial Number

**Remark: Please print a copy of this RMA Form and include it with the returned item.

CSM RMA Return Terms & Conditions:

1.

10.

Authorized by:

If the customer suspects a defect in a product covered under the CSM Warranty, they must first contact the CSM
Customer Engineering Team to obtain approval for the return.
The Customer Engineering Team will issue an RMA Request Form upon receiving the return inquiry.
To be considered for RMA authorization, the customer must complete the RMA Request Form and submit it to the CSM
Engineering Team for review.
Upon receiving the completed RMA Request Form, an RMA number will be issued within 24 hours. CSM reserves the
right to decline issuing an RMA number if any required information is missing.
All returned items must be accompanied by:

a. A copy of the completed RMA Request Form

b. A copy of original sales invoice.
All returned items must be complete, including all original accessories.
The RMA number must be clearly written on the shipping label and affixed to the outside of the shipping box.
The RMA number is valid for 30 calendar days from the date of issuance. CSM reserves the right to reject any return
received beyond this period.
The customer is responsible for shipping the product to the location specified by the Customer Engineering Team. The
product must be packaged to provide a comparable level of protection as the original.
The customer shall bear all freight charges, as well as any applicable customs, taxes, duties, or related fees incurred
during the return process.
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PRODUCT SERVICE RECORD FORM, Doc. No.: CSM-1302-R26.0

End User Details

Original Purchaser Details

Company Name

Company Name

Company / Plant Address

Contact Person and Phone/Email

Product Information

Part Name

Part Number

Serial Number

Invoice Number

Invoice Date

**Remark: Please print a copy of this PRODUCT SERVICE RECORD FORM and include it with the returned item.

Date

RMA Number
(if applicable)

Description of Issue

Cause / Diagnosis

Action Taken

Remark

csm
Representative

Original Purchaser
Acknowledgement
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Cryogenic Specialty Manufacturing Sdn. Bhd.
‘ RYO G E N I ‘ Lot 10, Jalan PPU3A, 47150 Puchong, Selangor. Doc. No. : CSM-1303

SPECIALTY MANUFACTURING Tel: +603-80510982 ; Fax: +603-80510913 Rev. No. : 26.0
QUALITY WITHADIFFERENCE

CONSIGNMENT NOTE & ADVANCE REPLACEMENT AGREEMENT

Agreement Details

Date Consignment Note #

Ref. No. (RMA#)

Product Return Information

Part Name

Part Number Serial Number

Description of
Problem

Net Value

Consignment Item Information

Consignment Item Serial Number

Consignment Item Net Value

TO (The Bailee / Original Purchaser):

Company Name:

Address:

Attention:

Contact No.:

1.  Ownership of Consignment Item:

1.1 The Consignment Item remains the sole and exclusive property of Cryogenic Specialty Manufacturing Sdn. Bhd. (CSM) until the
faulty item is returned and the warranty claim is verified. Ownership does not transfer to the Bailee under any circumstances

during the consignment period.
2.  Terms of Consignment
2.1 Consignment Period is thirty (30) calendar days from the date of this document.

2.2 If the faulty item is not returned within this period, or if the returned item is found Out of Warranty (as per Section 3.3 of the

CSM Warranty Booklet), the consignment automatically converts to a Final Sale.

2.3 The Advance Replacement item will be delivered under EXW (Ex Works) or FCA Incoterms, as per CSM’s standard delivery term

(Section 3.2.1.5).
2.4 Only CSM original parts or spare parts may be used; any use of third-party components voids the warranty.

2.5 The Bailee mustadhere to operational limits, environmental conditions, and handling procedures as defined in the CSM Warranty

& Service Booklet.

2.6 The Bailee is responsible for returning the faulty item in accordance with CSM’s packaging, documentation, and RMA procedures

(Sections 4.2 & 4.3 of the Warranty Booklet).
2.7 Inadequate packaging causing damage may result in adjustment or rejection of the warranty claim.
2.8 The replacement item remains a Consigned Asset of CSM until the faulty item is received and evaluated.
3. Return or Sale Conversion
3.1 The Bailee must return the faulty item within the 30-day consignment period.

3.2 Failure to return the faulty item within the 30-day period, or return of an item Out of Warranty, will trigger automatic conversion

to a Final Sale.
3.3 Upon conversion to a sale, CSM will issue a formal Tax E-Invoice for the full net value of the replacement item.
3.4 Payment is due immediately upon receipt of the invoice.
4.  Reference to CSM Warranty Terms

4.1 All other terms and conditions of the CSM General Warranty & Service Booklet apply to this consignment item, including

coverage, exclusions, and handling procedures.
4.2 Operational defects, usage responsibilities, and system-level provisions remain binding as per the warranty booklet.
5.  Acknowledgement

By accepting delivery of the Consignment Item, the Bailee agrees to the terms set forth in this agreement and in the CSM General

Warranty & Service Booklet.

Received by (Original Purchaser Signature & Stamp):

Name:

Date:




Document No | CRYO-10-QMF-01

RYOGENIC CRYOSENIC SPECIALTY MANUFAGTURING SDN BHD
XY VUOLEINIC  yniTs, 8,10, JALAN PPU3A, PUCHONG, SELANGOR -
sustitywitwanirrerenc:  TEL: 03-8051 0982 FAX: 03-8051 0913 Revision 00

Eff. Date 01.08.2020

Dear Value Customer,

Our aim is to serve you only with the best of our services. Your constructive comments would be greatly
appreciated in order to help us to improve and serve you better in the long term.

Thank You

Company’s Name:

Customer’s Representative: Date:
Contact
Designation: No:

Project Title:

Sales Order #:

Please tick accordingly:

A) Customer Service Excellent Good Fair Poor

“ (©)) 2 (eY)
a. Attitude and conduct of our staff
b. Are our staff courteous and helpful
c. Proactive and quick to attend to queries

d. Provides accurate info / service

B) Quality of Work
a. Condition of equipment / facilities used.
b. Satisfaction with our works/services.
¢. Quality of our works.

d. Are our staff competent in his / her job?

Joudy  tiod
Juudy  uiod
Joudy  tiod
Joodo  Uiod

e. Overall service.

Any Suggestions / Comments:

Appraiser’s Name : Date :

Signature & Stamp :
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Cryogenic Specialty Manufacturing Sdn Bhd
No. 8, Jalan PPU 3A, Taman Perindustrian Pusat Bandar Puchong,
47150 Puchong, Selangor, Malaysia.
WWW.CcSm-cryogenic.com
Tel : +60-3-8051-0982
Fax : +60-3-8051-0913
Email : info@csm-cryogenic.com
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