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	Customer Service Department Technical Guides

	Topic:  Scanning FAQ

	2 Pages total including this page.  Contact FARO’s CSD Department immediately if pages are missing or not legible.


Procedure for Ordering a Replacement Port Lock (Dongle) and Software Updates

If your port lock has been misplaced, damaged, stolen, or you would like to upgrade from a serial to a USB port lock or Soft key to a portlock, you will need to follow the steps below in order to obtain a replacement:

PortLock replacement is only offered for Cam2 Measure 4.0, Gage, Cam2 Measure X, Cam2 Gage, Cam2 Q, and Cam2 Measure 10 ONLY.

Software update CDs are free of charge per request for customers under the software maintenance agreements for the above versions of software.  However, if you wish to upgrade from one version of Cam software to another, you will need to purchase an upgrade. All other software versions including CAM2 Automotive are no longer available or supported.

1. Submit to the Customer Service Department (support@FARO.com) the following for lost or stolen Port Locks:

A. A copy of a police report (Only if port lock was stolen).

B. A copy of the insurance claim (Only if port lock was stolen).

C. A letter on company letterhead stating that the port lock was misplaced, damaged, or stolen.  It must also state that you need a replacement port lock and if recovered (lost or stolen), the lost Port Lock will be returned to FARO.  The serial number of the port lock must be listed on this letter and if possible include the software version you are using with all options listed.  

Note: By sending us as much documentation as possible, it will enable us to process your order in the timeliest manner.
2. Email or fax a copy of the complete Purchase Order to the Customer Service Department for the appropriate charge: (Prices include shipping fees for Fed Ex 2nd day air. You will need to provide a shipping account number on your Purchase order if you wish to have the shipment sent overnight.)

A. $500.00 per port lock for the replacement of the port lock(s) when lost or stolen. 

B. $150 per replacement, if the original port lock(s) are sent back to FARO.

C. Upgrades from Softkey to Portlock. The fee to upgrade your Soft key to a Portlock is $300.00. Please include your product key on your request. 

3. If the replacement is for a damaged, defective, or Serial port lock, you are required to contact the Customer Service department to have an RMA issued for the return of your original port lock. Once we have received the old Port lock on the RMA, we will process the order for the new Port lock and ship it out to you. 
4. If you need to have the new portlock shipped to you before the old portlock, then you will also need to provide digital pictures of the portlock showing the serial number and a copy of the tracking information for the shipment that you will be using to send it to us when your new portlock arrives. Note: If the old portlock does not return in a timely manner after, the charge of $500.00 will apply.
Loaner or Temp Port Lock Procedure/Policy:

· We will require a PO or Credit card before providing a Temp or loaner PL. Time frame must be set in advance and documented. If the PL is not returned by the agreed upon time there will be a charge of $500.00 replacement PL fee and customer’s account will be placed on Pre-Pay status.

*Please note that we will be unable to send a replacement port lock until we receive tracking information on the returning port lock.
	For questions and concerns please email FARO Customer Service:

	
	
	

	FARO Technologies Inc.

250 Technology Park

Lake Mary, FL 32746

(Phone number here)

support@FARO.com
	FARO Europe

(Address here)

(Phone number here)

support@FAROeurope.com

	FARO Singapore

(Address here)

(Phone number here)

supportAP@FARO.com

	
	
	

	Disclaimer:  FARO Technologies, Inc. makes no warranty, express, implied or statutory, as to the material on this form, including any referenced third party.  The material contained on this form is for informational purposes only; such material is provided “AS IS” and with all faults, and your use of the material is at your own risk.  
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