
General Service Conditions (July 2021)

HEIDENHAIN CO., LTD. (hereinafter HEIDENHAIN) shall perform any 
SERVICES for its products and, subject to agreement, for other prod-
ucts from the HEIDENHAIN Corporate Group, solely on the basis of 
these General Service Conditions. SERVICES comprise all product-
related repair and maintenance measures in general, for example re-
pairs, shipments of REPLACEMENT COMPONENTS (i.e. SPARE 
PARTS, REPLACEMENT
UNITS and EXCHANGE UNITS, which may also include software), 
and SERVICING according to no. 4 (SERVICING at a Customer’s site, 
as well as services in the areas of kinematics and software develop-
ment, consulting and support for HEIDENHAIN products, as well as 
services by remote access / remote maintenance for the integration 
of HEIDENHAIN software solutions and HEIDENHAIN products with 
data interfaces).
• SPARE PARTS are parts of SERIES DEVICES, SERVICE UNITS, and 

EXCHANGE UNITS.
• REPLACEMENT UNITS can be both SERIES DEVICES and 

 SERVICE UNITS.
• SERIES DEVICES are HEIDENHAIN products that are available in 

the current product program.
• SERVICE UNITS are HEIDENHAIN products that are not (or no 

 longer) available in the current product program.
• EXCHANGE UNITS are functional, completely overhauled 

 REPLACEMENT UNITS or SPARE PARTS (i.e. not necessarily new 
devices or new parts).

• NON-SERIAL DEVICES are products that were not manufactured 
in series production or that were not tested as defined for a SERIES 
DEVICE (prototypes or pre-series products in accordance with 
Clause 6 of the General Conditions of Sale).

In the event that any claims arise on the part of the Customer relating 
to the original supply contract for the new goods from HEIDEN-
HAIN—in particular warranty claims—such claims shall not, however, 
be dealt with under the present Conditions, but shall be subject sole-
ly to the General Conditions of Sale of HEIDENHAIN. The General 
Service Conditions shall govern exclusively. Differing, conflicting, or 
supplementary General Terms and Conditions of the Customer shall 
only and insofar become part of the contract as HEIDENHAIN ex-
pressly agrees to their validity. This approval requirement shall apply in 
any case, even if, in cognizance of the Supplier’s General Terms and 
Conditions, HEIDENHAIN provides SERVICES without reservations. 
Individual agreements reached with the Customer in exceptional 
cases (including secondary agreements, amendments and modifica-
tions) shall have priority over the General Service Conditions in any 
case. Written contracts or written confirmation from HEIDENHAIN 
shall be definitive for the content of such agreements.

In case of doubt, the provision of SERVICES (e.g. troubleshooting) is 
considered.

1 Deliveries of REPLACEMENT COMPONENTS
HEIDENHAIN Service shall deliver SPARE PARTS and SERVICE 
UNITS according to the HEIDENHAIN Service conditions. If required, 
these can gladly be provided again. Replacement deliveries for non-
serial devices are excluded.

2 Repairs at HEIDENHAIN or HEIDENHAIN branch offices
Repairs at HEIDENHAIN Taiwan or at one of the HEIDENHAIN branch 
offices will be charged on the basis of repair packages, which settle 
the working hours as well as the required REPLACEMENT COMPO-
NENTS as a lump sum. Cost estimates for repair actions can be pro-
vided upon request. The Customer’s REPLACEMENT COMPO-
NENTS that are exchanged during the repair become the property of 
HEIDENHAIN upon completion of the repair. Product completion 
within the scope of repair actions, i.e. restoring the original state of 
the product with accessories and documentation, can be performed 
only upon the customer’s request and subject to a surcharge. Non-
serial devices cannot be repaired for technical reasons due to the in-
dividual special versions.

3 HEIDENHAIN Service Exchange
Many HEIDENHAIN products are available within the scope of ex-
change actions. These are the so-called EXCHANGE UNITS. After re-
ceiving the EXCHANGE UNIT, the Customer is to return his defective 
unit to HEIDENHAIN within 4 weeks. The provided sticker and the 
completed checklist with an error description are to be included in the 
return. Upon receipt, the returned defective unit becomes the prop-
erty of HEIDENHAIN. The EXCHANGE UNIT delivered by HEIDEN-
HAIN remains at the Customer’s location and becomes the Custom-
er’s property after the repair invoice has been fully paid.
• HEIDENHAIN reserves the right to invoice the repair work required 

to make the defective unit fit for future exchange purposes. This 
includes repairs of malfunctions, software updates and removal of 
traces of use.

• Devices received by HEIDENHAIN after the above-mentioned pe-
riod as well as devices that are not the same as the EXCHANGE 
UNIT provided can no longer be accepted as credit to the exchange 
order. In this case, a cost estimate for the repair will be sent to the 
Customer.

4 SERVICING
• SERVICING at a Customer’s site
• as well as services in the areas of kinematics and software devel-

opment, consulting and support for HEIDENHAIN products

Unless otherwise agreed hereinafter, SERVICING shall be invoiced on 
the basis of service work performed by HEIDENHAIN (plus time 
spent traveling, waiting, or between home and office, as well as reim-
bursement of costs and traveling expenses), in addition to any RE-
PLACEMENT COMPONENTS and material used by HEIDENHAIN 
(other parts needed for repairs, etc.).

4.1 Hourly rates and flat rates for SERVICING Working hours
(Monday through Friday)
Traveling, waiting and home-to-office times
Taiwan  TWD 5000 per first hour
   TWD 3000 per hour
Prepare working hours
Taiwan  TWD 2000 per hour
   (first hour free of charge)
Normal working hours shall be 8 hours per day and 40 hours per 
week.

4.2 Travel expenses for SERVICING
Outward and return journey by car TWD 1500 per hour

4.3 Daily allowances for SERVICING
The daily allowance (reimbursement of the expenses) comprises the 
costs of board and lodging of the traveling HEIDENHAIN service em-
ployee (per day of travel).
a)  Taiwan over working hours extra 25 % to 50 % per Monday to 

Friday.
b) Taiwan extra 75% in weekends and national holidays
or against receipt, net of turnover tax, in case of higher outlays

4.4 Work certificates for SERVICING
The Customer shall certify the working and waiting time required by 
the HEIDENHAIN service employee as basis for the invoice. In case 
of doubt the records of the HEIDENHAIN service employee shall also 
serve as basis for the invoice. The travel time cannot be determined 
until the HEIDENHAIN service employee has returned, and shall be 
invoiced according to the actual time taken. Upon completion, the 
Customer or his representative shall confirm each performed SER-
VICING ACTION in the presence of the HEIDENHAIN service em-
ployee.



If in individual cases HEIDENHAIN takes over the entire production of 
the software, the parties shall conclude a separate software produc-
tion agreement; in the absence of such agreement, the provisions of 
HEIDENHAIN’s General Terms and Conditions of Sale shall apply ac-
cordingly.

To the extent that HEIDENHAIN transfers to electronic storage com-
ponents, in particular to hard disks and EPROMs, the content of data-
carriers prepared and forwarded by the Customer himself, the Cus-
tomer shall bear sole responsibility for ensuring that such contents 
are correct, complete and free from flaws; in such case, performance 
on the part of HEIDENHAIN shall be subject to the provisions for 
general SERVICES as set out under the present Conditions.

7  Acceptance by the machine tool builder / notes on using the 
operating software

If REPLACEMENT COMPONENTS supplied by HEIDENHAIN for 
SERVICE purposes include software, or if software is otherwise re-
quired to integrate such components, the software—due to differ-
ences in machines—must be released by the respective machine tool 
builder; the Customer shall not begin to operate a machine without 
acceptance by the machine tool builder, and shall himself obtain such 
release/acceptance.

The Customer shall take special note of the fact that machine-related 
functions and programs may require adjustment (PLC, machine pa-
rameters etc.) and that improper adjustment may result in serious 
problems, including the machine crashing, material damage or per-
sonal injury, and shall likewise note that HEIDENHAIN is unable to 
provide technical support for such adjustment and the Customer him-
self must contact his machine tool builder or an authorized retrofitter.

Furthermore, the Customer shall take note of the fact that control 
software for NC machines is subject to export restrictions; it is hereby 
pointed out that special export versions are available incorporating a 
different version of the software.

8 Miscellaneous
HEIDENHAIN shall reserve its rights of ownership and copyright to 
any and all drawings and documents; these may not be made acces-
sible to third parties without the prior written consent of HEIDEN-
HAIN. All information issued in written form shall be returned to 
HEIDEN- HAIN upon request if no order is placed with HEIDENHAIN 
or such information is not to be surrendered on a permanent basis 
within the scope of the object of agreement.

The Customer grants HEIDENHAIN and its affiliated companies the 
worldwide unrestricted and perpetual right to save, copy, modify, ana-
lyze, make available, or otherwise process and use any data (including 
data contained in reports) obtained in connection with or during the 
provision of SERVICES or SERVICING WORK or provided by the cus-
tomer, and the customer also grants HEIDENHAIN the right to have 
said actions performed by third parties, for the purpose of providing 
SERVICES or SERVICING WORK, to improve or extend other general 
services provided by HEIDENHAIN, and for the purpose of preparing 
individual quotations for the Customer. However, this right of use 
does not cover any registered proprietary rights held by the Customer.

With the exception of their Clause 1 and subject to the proviso that 
HEIDENHAIN is the “Supplier” and the Customer is the “Purchaser,” 
the General Conditions of Sale of HEIDENHAIN (as of January 2023) 
shall also apply accordingly. 
These General Terms and Conditions can be viewed at www.heiden-
hain.tw and can gladly be made available to the Customer in other 
form upon request.

4.5 REPLACEMENT COMPONENTS for SERVICING
Should it be necessary to replace a defective product or any part 
thereof in the course of SERVICING, HEIDENHAIN shall exchange the 
old defective part for a new or fully-operational and completely-over-
hauled REPLACEMENT COMPONENT at extra charge according to 
the provisions regarding pricing and property stated above under 
numbers 1 and 2.

4.6 Invoicing and payment
The SERVICING rendered shall be invoiced after its completion. Pay-
ment can be claimed upon completion of the SERVICING ACTION, 
and is independent of any success thereof. Service invoices shall be 
due and payable net upon receipt to the payments office of HEIDEN-
HAIN free of all charges. The Customer may only offset undisputed or 
non-appealable claims. The Customer may only exercise a right of re-
tention if his claims are uncontested and have been established by 
final court decision. All prices are understood not to include the statu-
tory turnover tax. In the case of SERVICING requiring more than one 
week to perform, HEIDENHAIN shall be entitled to request payment 
from time to time on account up to the amount of services rendered.

4.7 SERVICING by remote access / remote maintenance
HEIDENHAIN can also offer SERVICING that is provided via a secure 
communication platform (e.g. by telephone or remote access) (in the 
following referred to as “remote maintenance”). The term “remote 
maintenance” also covers the so-called “commissioning services.” 
HEIDENHAIN shall inform the Customer about the safety concept 
required for remote maintenance that is to be implemented by the 
Customer. The Customer is obligated to check this safety concept for 
compatibility with his own technical conditions and regarding the 
safety requirements and other regulations of the Customer. The Cus-
tomer remains responsible for the safety of his facility, as well as for 
personal and machine safety.
The Customer is to grant HEIDENHAIN the remote access required 
for providing the remote maintenance services.

5 Liability / Warranty
Insofar as SERVICES constitute performance under a contract relating 
to a specific assignment or under the law of sale or exchange, the 
warranty period for such services performed by HEIDENHAIN shall 
amount to one year from the date of delivery or acceptance. 

The Customer shall notify HEIDENHAIN without delay in writing of 
any deficiencies in such SERVICES performed; if no deficiency is es-
tablished, the Customer shall bear any expenses incurred by HEIDEN-
HAIN.

If HEIDENHAIN is held liable by a third party for damage for which the 
Customer is responsible, HEIDENHAIN can demand that the Cus-
tomer release HEIDENHAIN from all liability to the third party. 
HEIDENHAIN may not accept or satisfy this claim by the third party 
without first giving the Customer the opportunity to express his 
views.

6 Software
Insofar as HEIDENHAIN provides the Customer with support in devel-
oping or adapting customer-specific software, HEIDENHAIN shall act 
in accordance with the latter’s due instructions and shall not be re-
sponsible for the success of the programming work. The Customer 
shall bear sole responsibility for updating and maintenance as well as 
for on-going servicing and for the results obtained, in particular vis-à-
vis third parties.
 
In the event that a Customer’s end users claim for damages against 
HEIDENHAIN on the grounds of defective functioning of the soft-
ware, particularly for reasons of product liability, the Customer shall 
indemnify HEIDENHAIN against any and all claims of this kind. 
HEIDENHAIN may not accept or satisfy this claim by the end user 
without first giving the Customer the opportunity to express his 
views.



HEIDENHAIN CO., LTD.
No. 29, 33rd Road, Taichung Industrial Park
Taichung 40768, Taiwan R.O.C.
 +886 4 2358 89 77
 +886 4 2358 89 78
info@heidenhain.tw

www.heidenhain.tw

In the event that special safety regulations are to be observed at the 
place of service, the Customer shall expressly make HEIDENHAIN 
service personnel aware of the same. This shall also apply to use of 
telephones for business purposes, the provision of any skilled or un-
skilled labor which may be required, the creation of reasonable work-
ing conditions, the provision of access to the machine or the machine 
parts concerned, preparation of the machine or machine parts in such 
a way that work due may be carried out without delay, as well as to 
making material available for any test runs which may be necessary.

In the event of supplying spare parts outside Taiwan, the Customer 
shall be solely responsible for compliance with customs regulations, 
proper handling and preparation of export and import documentation, 
and for adherence to all applicable legal provisions relating to imports 
and exports, in particular the observance of legislation relating to arms 
control, embargo regulations, etc.

9 Place of fulfillment and place of jurisdiction
Place of performance shall be Taiwan. In the case of all disputes aris-
ing out of contractual relations, the parties agree to submit to the ex-
clusive jurisdiction of Taichung district court, R.O.C., if the Customer 
is a merchant, a legal entity under public law or a special public trust. 
Nevertheless, HEIDENHAIN shall also be entitled to institute legal 
proceedings at the place of business of the Customer.
These Conditions shall be subject solely to Taiwan Civil law with the 
exclusion of the United Nations Convention on Contracts for the Inter-
national Sale of Goods (CISG), also in the event that the Customer has 
its registered office outside Taiwan. In the event of any inconsisten-
cies between the interpretation of these provisions and the German 
wording, or the English meaning and the German meaning of legal 
terms, in each case the latter shall have precedence.

10 Product support
HEIDENHAIN strives to provide SPARE PARTS and know-how 
 required for SERVICES as well as reliable SERVICE for a period of 
10 years upon delivery of the relevant SERIES PRODUCTS.

11 Forwarding the service order
In the interest of the Customer, HEIDENHAIN reserves the right to 
forward the service order to an appropriately qualified local service 
partner who is part of the worldwide HEIDENHAIN service network. 
In such a case, HEIDENHAIN will forward the service order to the 
service partner. The Customer agrees to this forwarding in advance. 
The service partner will then implement the agreement and issue the 
invoices.

12 Utilization of services from third parties (subcontractors)
HEIDENHAIN reserves the right to have the service contract fulfilled 
through the help of third parties.


