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                Failure Analysis Request

FAR CRITERIA AND GUIDELINES

As part of Fortinet commitment to product quality and customer satisfaction, 

this document describes the criteria and guidelines for customers to return defective 

or failed product into the Failure Analysis Request (FAR) process. 

The intent of this process is to capture failure information and to identify serious problems 

that the customer may have encountered with our product.
Customer Analysis Request Procedure

The FAR needs to be requested when opening a Return Material Authorization number from Fortinet 

 Tel  +33 (0)489 870555  

 Fax +33 (0)489 870501  

Customer will receive a form to be filled out and returned to Fortinet where this request will be processed. 
 

Analysis Criteria

To identify a defective or failed unit. 

More than 2 failures of the same product in a given month. 

Fortinet Support recommendation for returning unit for FAR process. 

DOA: defined as a unit that fails within 30 days of purchase and/or within 5 days of installation.

Not included: Knowledge Center, Customer Support Bulletins (CSB) , damaged in Shipment, return for upgrade 

return for repair, stock rotations. 
Analysis Report 

Fortinet will provide a complete report to the customer that describes our findings and corrective action of returned defective or failed unit. Our goal is to complete the report within 30 days of receiving the unit in the analysis shop. 

This date may be extended if failed components are found and sent to our supplier for failure analysis. It may also be extended if we conduct additional testing to further investigate a problem or no problem found issues. In the case of additional analysis, we will notify you of our preliminary findings. 
The following information will be included: 

· HEADER: RMA #, Model #, Serial #, Received date, Reported problem 

· FAILURE ANALYSIS: Problem verification, findings, technical description of tests conducted, report from component supplier, failed components. 

· CORRECTIVE ACTION: What we are doing to correct the identified failure. 

· If no problem found, we will include: technical description of tests conducted. 

· DOA and Repair metrics when appropriate. 

· May put product on "watch list" to monitor for similar problems or state no further action required based on our findings. 

Analysis Tracking 

History of data analysis completed and what was found to be wrong with this product.
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