
NovaCHARGE Standard Support Policy 
 

All NovaCHARGE customers purchasing NovaCHARGE chargers and/or access to the ChargeUP network 
automaƟcally receive NovaCHARGE’s Standard Product Support for the duraƟon of the charger’s 
warranty period. Standard Product Support is separate from, but works in conjuncƟon with, any 
hardware warranty associated with the purchased charger. AddiƟonally, advanced support offerings and 
extended warranƟes are available for purchase.  

This document outlines what customers with can expect from NovaCHARGE’s Support Team. 

 

NovaCHARGE Standard Support 
 

Level 2 Charger Warranty 
All NovaCHARGE Level 2 chargers carry a standard parts-only warranty, which includes labor to repair at 
NovaCHARGE faciliƟes. The warranty term varies by model (4 years for 32A and 40A commercial units, 2 
years for residenƟal and 80A commercial units). Extended warranƟes are available for purchase. Full 
warranty terms can be found in the NovaCHARGE Level 2 EV Chargers Limited Warranty document on 
the NovaCHARGE.net website. 

Standard Support includes remote troubleshooƟng of charger issues, as well as answers to general 
quesƟons around charger operaƟon, specificaƟons, and related topics. NovaCHARGE offers Standard 
Support hours of 9am to 5pm EST Monday through Friday.  

Standard warranty coverage does not include on-site troubleshooƟng/repair, on-site replacement, or 
installaƟon services. If NovaCHARGE Support determines that a warranty replacement is required, the 
customer will be provided with an RMA number. The customer must then remove the charger and ship it 
back to NovaCHARGE with the RMA number clearly idenƟfied on the shipping label or packaging. Upon 
receipt of the charger, NovaCHARGE will diagnose the charger, issue a replacement charger if there is a 
warranty failure, and ship the charger to the customer for the customer to install. If no trouble is found 
for a specific charger, the same unit will be returned to the customer and the customer will be charged a 
diagnosis and shipping fee. In the case of a non-warranty failure, NovaCHARGE will make available 
upgrade or replacement opƟons for the customer to consider at the customer’s expense. 

Advanced Support opƟons are available for purchase to provide advance shipping of chargers for 
warranty replacement. Many customers find this opƟmal, as it allows an electrician to remove the failed 
charger (to be shipped back to NovaCHARGE) and install the replacement in a single trip.  

Note that Level 2 chargers do not have components that can be replaced in the field, so all Level 2 
charger warranty services require that the charger be either repaired at a NovaCHARGE facility or 
replaced. 

Please note that this secƟon does not apply to DCFC sold by NovaCHARGE. 



 

Standard DCFC WarranƟes 
DCFC standard warranƟes are provided directly by the charger manufacturer and are not provided by nor 
supported by NovaCHARGE. These are typically parts-only warranƟes and do not include labor to install, 
repair, or replace any DCFC units in the field. Some manufacturers may offer warranƟes that include 
longer duraƟons, repair labor, and maintenance acƟviƟes. These are above and beyond the standard 
warranƟes. See manufacturer’s specific warranty documentaƟon for full details. 

 

Extended WarranƟes 
NovaCHARGE Level 2 chargers, and many Level 3 DCFC sold by NovaCHARGE, can be purchased with 
extended warranƟes. These opƟonal warranƟes extend the duraƟon of the standard warranty terms for 
the specified period. For example, some NovaCHARGE 40A chargers may come with a 4 year warranty 
which can be extended to 5 years. In this case, the standard warranty terms simply extend for an 
addiƟonal year. 

For some DCFC, extended warranƟes may also be available with service plans that include labor or 
maintenance acƟviƟes while the standard warranty is parts-only. If these extended warranƟes are 
purchased, they replace the standard warranty and run for the duraƟon of the purchased warranty 
period. See manufacturer’s specific warranty documentaƟon for full details. 

 

Out-of-Warranty Repairs 
No service or support is available on out-of-warranty chargers. Out-of-warranty NovaCHARGE Level 2 
chargers may be eligible for extended warranty coverage for a fee. Contact the applicable NovaCHARGE 
Sales ExecuƟve for more informaƟon. 

NovaCHARGE Level 2 chargers that are out of warranty may be replaced at discounted rates when 
supplies are available. Contact the applicable NovaCHARGE Sales ExecuƟve for more informaƟon. 

For out-of-warranty DCFC service, please contact the manufacturer directly, or contact the applicable 
NovaCHARGE Sales ExecuƟve for assistance. 

 

Standard Charger Hardware Support  
Charger support is available through the warranty period of the hardware and may also be available 
through the purchase of advanced support offerings. 

NovaCHARGE offers Standard Support hours of 9am to 5pm EST Monday through Friday. Standard 
Support includes remote troubleshooƟng of charger issues, as well as answers to general quesƟons 
around charger operaƟon, specificaƟons, etc. Standard Support does not include on-site 
troubleshooƟng/repair/replacement, non-warranty charger repair/replacement, or installaƟon or 
configuraƟon services. 



NovaCHARGE may become aware of a charger issue in a number of ways. First, many issues are 
automaƟcally detected and resolved by NovaCHARGE’s opƟonal EV Charging DiagnosƟcs and Repair 
Agent, NovaBOT. All issues detected via NovaBOT are logged and opened as Support Ɵckets. Issues may 
also be reported by representaƟves of a Host OrganizaƟon or StaƟon Manager, or by a Driver. Host 
administrators will gain access to all diagnosƟc and repair informaƟon and will be able to dialog with 
NovaCHARGE Support with the purchase of an advanced support offering that includes NovaBOT. 

If NovaBOT idenƟfies and fixes an issue, the Support Ɵcket is automaƟcally closed. If the problem cannot 
be resolved by NovaBOT, the Ɵcket is escalated to a NovaCHARGE Support Analyst. This is also the point 
at which issues reported by Drivers, Host OrganizaƟons, and StaƟon Managers are logged as new 
Support Ɵckets for a Support Analyst to begin working the problem. In all of these cases, the Support 
Analyst may take a number of steps to remotely troubleshoot and aƩempt to resolve the issue. If 
necessary, the Support Analyst may contact host organizaƟon personnel at the charger locaƟon to ask 
quesƟons about the charger state (e.g. was it vandalized, is there visible damage, etc.) and also to 
request that a breaker be reset. When an issue is resolved, the Support Ɵcket is closed. 

If a Support Analyst determines that a warranty repair or replacement is required, the customer will be 
issued an RMA number. At this point, under the Standard Support Policy, the customer is responsible for 
removing the charger and returning it to NovaCHARGE for repair or replacement, with shipping at 
customer’s expense. Upon receipt of the charger, NovaCHARGE will repair or replace and ship the 
repaired or replacement charger to the customer. 

Advanced support opƟons are available for purchase to provide advance shipping of chargers for 
warranty replacement. This allows an electrician to remove the failed charger (to be shipped back to 
NovaCHARGE) and install the replacement in a single trip. 

There is no guaranteed SLA Ɵmeframe for Standard Support, though most reported problems are 
assigned to Support Analysts within one business day. 

 

ChargeUP Standard Cloud SoŌware Support for Host OrganizaƟons and StaƟon Managers 
NovaCHARGE offers Standard Support hours of 9am to 5pm EST Monday through Friday. Standard 
Support includes remote troubleshooƟng of cloud soŌware issues, as well as answers to general 
quesƟons around soŌware operaƟon. Standard Support does not include ongoing administrator training, 
on-site troubleshooƟng, or configuraƟon assistance. 

Administrator training is available for Host OrganizaƟon and StaƟon Manager personnel. The iniƟal one-
hour administrator training session is provided for free when the system is commissioned. Customers 
may choose to record their ChargeUP administrator training for future reference. For addiƟonal 
administrator training beyond this iniƟal session, please contact the applicable NovaCHARGE Sales 
ExecuƟve. 

Assistance with complex cloud soŌware configuraƟon is available for a fee and may also be included with 
certain Advanced Support offerings. 



Users can request new features or changes to soŌware operaƟon when speaking with a Support Analyst 
or Customer Service RepresentaƟve, or via email at support@novacharge.net. Please note that not all 
feature requests are accepted or guaranteed within a specific Ɵmeframe. 

 

Driver Support 
NovaCHARGE maintains a call center providing 24/7 support for drivers using the ChargeUP mobile app. 
This service is free to all drivers. The primary goal of NovaCHARGE driver support is to get the driver 
charged and back on the road. The call center does not aƩempt to troubleshoot a non-working charger 
while the driver is waiƟng, and instead ensures that the driver account is enabled and funded and 
understands the basic charging process. If the driver is sƟll unable to start a charge, the call center will 
then direct the driver to the next available charger to begin their charging session. AŌer the driver has 
been able to successfully start a charge, the call center opens a Ɵcket for the NovaCHARGE Support team 
to begin troubleshooƟng the problem charger. 

  



NovaCHARGE Advanced Support OpƟons 
 

All NovaCHARGE customers automaƟcally receive Standard Support with hardware and soŌware 
purchases. OpƟonally, Advanced Support opƟons are available for customers seeking the ulƟmate in 
charger upƟme and resiliency. The following Advanced Support opƟons are available. Certain opƟons 
have specific availability. See below for addiƟonal details.  

 

NovaPROACTIVE Support 
In addiƟon to the features all customers receive with Standard Support, compaƟble chargers* on the 
ChargeUP network covered by NovaPROACTIVE will be acƟvely monitored by NovaBOT, NovaCHARGE’s 
EV Charging DiagnosƟcs and Repair Agent, enabling automaƟc Ɵcket creaƟon and proacƟve self-healing. 
Including: 

 Automatic NovaBOT-based ticket creation 
 Proactive trouble monitoring 
 NovaBOT driven self-healing of chargers 

NovaPROACTIVE is only available on compaƟble chargers* 

 

NovaPRIORITY Support for NovaCHARGE L2 Chargers 
In addiƟon to the features all customers receive with Standard Support, all Level 2 chargers covered by 
NovaPRIORITY will receive priority support when issues arise. 

 Includes NovaPROACTIVE with NovaBOT on compatible chargers*   
 24/7 limited host support – this includes standard operational support and basic scripted 

troubleshooting through the call center. Advanced troubleshooting is only available during 
standard business hours. 

 When a ticket is created (automatically or manually) the ticket is automatically assigned a higher 
priority within the support queue  

 Support manager establishes internal SLA of 2 business-hour acknowledgement response time 
to the customer. Support manager will interface with Support personnel and will receive regular 
updates as the ticket is being worked. Note that this means that the initial acknowledgement of 
the ticket will occur within 2 business hours, not that the problem will be resolved in that 
timeframe. 

 Premium ChargeUP configuration assistance+ (up to 20 hours each year) beyond the initial 
commissioning session is included during standard business hours  

 Advance shipping of L2 chargers with warranty-covered RMA. This modifies the standard RMA 
warranty replacement process to this new flow: 

o RMA number is provided by Support aŌer triage/troubleshooƟng 
o Replacement unit will be configured internally and sent to customer 
o Customer has 30 days to return original unit, or they will be charged MSRP for the 

replacement unit 



o Customer pays to ship the charger to NovaCHARGE, NovaCHARGE pays to ship the 
replacement to customer 

o Allows charger removal and replacement by electrician in the same visit, thereby saving 
time and money 

o Available only on specified chargers* 

NovaPRIORITY is available with ALL systems running on the ChargeUP network (note that NovaBOT 
funcƟonality and advanced shipping of L2 chargers is only available on specified chargers*) 

 

NovaPRIORITY Support for Charge Rigs DCFC 
In addiƟon to the features all customers receive with Standard Support, all Charge Rigs DCFC covered by 
NovaPRIORITY will receive priority support when issues arise. 

 Includes NovaPROACTIVE with NovaBOT on compatible chargers*   
 24/7 limited host support – this includes standard operational support and basic scripted 

troubleshooting through the call center. Advanced troubleshooting is only available during 
standard business hours. 

 When a ticket is created (automatically or manually) the ticket is automatically assigned a higher 
priority within the support queue  

 Support manager establishes internal SLA of 2 business-hour acknowledgement response time 
to the customer. Support manager will interface with Support personnel and will receive regular 
updates as the ticket is being worked. Note that this means that the initial acknowledgement of 
the ticket will occur within 2 business hours, not that the problem will be resolved in that 
timeframe. 

 Premium ChargeUP configuration assistance+ (up to 20 hours each year) beyond the initial 
commissioning session is included during standard business hours  

NovaPRIORITY is available with ALL systems running on the ChargeUP network (note that NovaBOT 
funcƟonality is only available on specified chargers*) 

 

NovaELITE SLA Plan - Available in designated service areas only** 
In addiƟon to the features all customers receive with Standard Support, all chargers covered by the 
NovaELITE SLA Plan will receive the following priority support when issues arise. 

 Includes NovaPROACTIVE with NovaBOT on compatible chargers*   
 24/7 limited host support – this includes standard operational support and basic scripted 

troubleshooting through the call center. Advanced troubleshooting is only available during 
standard business hours. 

 When a ticket is created (automatically or manually) the ticket is automatically assigned a higher 
priority within the support queue  

 Support manager establishes internal SLA of 2 business hour acknowledgement response time 
to the customer. Support manager will interface with Support personnel and will receive regular 
updates as the ticket is being worked. Note that this means that the initial acknowledgement of 



the ticket will occur within 2 business hours, not that the problem will be resolved in that 
timeframe. 

 Premium ChargeUP configuration assistance+ (up to 20 hours each year) beyond the initial 
commissioning session is included during business hours  

 Onsite L2 Charger Warranty Replacement with 5 business-day SLA 
o RMA number provided by Support aŌer triage/troubleshooƟng 
o Replacement unit will be configured internally and shipped to customer 
o Service visit will be scheduled to occur within 5 business days of RMA issuance 
o Service visit includes removal of the old charger and installation of replacement 
o Available only on NovaCHARGE L2 chargers for covered warranty issues 

 Onsite DCFC Warranty Service with 5 business-day SLA 
o On-site dispatch approved by Support aŌer triage/troubleshooƟng 
o Service visit will be scheduled to occur within 5 business days of Support iniƟaƟng on-

site dispatch 
o Service visit includes onsite troubleshooting and replacement of failed parts covered by 

warranty 
o Available only on Charge Rigs DCFC (Omega and FLEXX units) 

 Includes 5% discount for on-site support for non-warranty repair and replacement 
 Available with ALL NovaCHARGE L2 chargers and all Charge Rigs DCFC (Omega and FLEXX units) 
 Exclusions: non-warranty repair and/or replacement (as defined by NovaCHARGE’s warranty 

statement for NovaCHARGE L2 chargers and Charge Rigs warranty statement for Charge Rigs 
DCFC (Omega and FLEXX units)) are not covered by this SLA plan, except for the discounted 
onsite support offer bulleted above. Among other limitations, product warranties do not apply 
to products which have:  

o Cosmetic damage 
o Removed or defaced serial numbers or warranty seal 
o A product or part that has been modified to alter functionality or capability without 

prior written permission 
o Damage caused by accident, abuse, misuse, fire, earthquake, hurricane, other acts of 

God or any Force Majeure 
o Operating the Product not for the permitted or intended uses as an EV charger 
o Coating damage unless failure has occurred due to a defect in materials or workmanship 
o Direct and indirect damages caused by or via the network on which the Product is used 

including, but not limited to, any unauthorized online access. 
o Tampering with or attempting to reverse engineer chargers or charger-related software 

voids warranty support coverage. 
 SLA Penalties: 0.1% of charger purchase price per instance of a failure to meet SLA timeframe, 

with a maximum number of penalties capped at 10 over the warranty period of the charger. 
 Non-warranty service requires additional fees 
 Available in designated service areas only** 

 



Out of Warranty On-Site Support without Contract 
When chargers require out-of-warranty repair/service or other onsite service that is not covered by an 
advanced support contract, NovaCHARGE may dispatch personnel to the locaƟon to resolve technical 
issues at the customer’s request. Ad-hoc onsite support requires a per-visit fee and may require parts 
and labor for out-of-warranty repairs, and expanded dispatch fees for locaƟons out of NovaCHARGE’s 
standard service area. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

* Please see NovaCHARGE list of approved chargers with NovaBOT compaƟbility 

** This service is provided in supported service areas only 

+ “ConfiguraƟon assistance” is defined as assisƟng customers with configuring their own ChargeUP 
system to their desired parameters. For fully managed ChargeUP configuraƟon services, please contact 
the applicable NovaCHARGE Sales ExecuƟve. 


