Thank you for choosing to protect Your Product with
Your Product Care. We recognise Your rights under the
Consumer Guarantees Act 1993 (NZ) (‘Act’) are important,
and cannot be limited or excluded.

“Substantial character” is defined in the Act and includes
goods that are unsafe and/or which would not have been
acquired by a reasonable consumer fully acquainted with
the nature and extent of the failure.

The Act provides You with certain guarantees when You
acquire certain goods and/or services.

In addition, You have the right to obtain from the supplier
damages for any loss or damage incurred by You as a result
of the failure of the goods (other than loss or damage
through the reduction in value of the goods), which was
reasonably foreseeable as liable to result from the failure.
You also have various rights and remedies against a
manufacturer of products under the Act.

The Act applies to goods supplied in trade by way of
gift, sale, exchange, lease, hire or hire purchase and/or
services provided, granted or conferred, to the extent such
goods and/or services are of a kind ordinarily acquired for
personal, domestic or household use or consumption and
are not being acquired for resupply in trade, to consume
in a process of production or manufacturing, or repair or
treatment in trade of other goods or fixtures. Generally
the guarantees given by suppliers under the Act in relation
to goods are that they: are of an acceptable quality, have
reasonable fitness for particular purpose, comply with their
description, comply with sample or demonstration models,
will arrive on time and in acceptable condition, will be a
reasonable price and delivery time (where not specifically
pre- agreed), have spare parts/ repairers reasonably
available, and will transfer to the purchaser with full title.
If goods fail to meet the supplier‘s guarantees set out in the Act:
(a) Where the failure can be remedied, You have the ability
to require that the supplier remedies the failure within
a reasonable time. In order to remedy the failure, the
supplier is able to choose whether to:
(i) repair the goods;
(ii) remedy any defect in title (if applicable);
(iii) replace the goods with goods of an identical type; or
(iv) refund the purchase price of the goods.
(b) If the supplier refuses to remedy the failure or fails
to do so within a reasonable time, You can have the
failure remedied elsewhere and be reimbursed by the
supplier for all reasonable costs related to the remedy.
Alternatively, You may reject and return the goods (and
choose to either be refunded or choose a replacement
from the supplier’s stock of the same type and similar
value).
(c) Where the failure cannot be remedied or is of a
substantial character, You have the option to either
reject and return the goods (and choose to either be
refunded or choose a replacement from the supplier‘s
stock of the same type and similar value), or keep the
goods and seek damages in compensation for any
reduction in value of the goods below the price paid.

The scope and meanings of each of these guarantees and
remedies is set out more specifically in the Act, and the
description provided above and the comparison table set
out below, are necessarily brief. In the event of a problem
with Your Product, You may have rights at law against the
seller or manufacturer of Your Product under warranties or
guarantees expressed or implied by mandatory provisions
of law such as the Act. Your Product Care does not replace
these rights or make them void. You can choose to claim
under Your Product Care or under the Act. For further
information about Your legal rights, We suggest You contact
the Ministry of Business, Innovation & Employment.
WARRANTOR
The warrantor of Your Product Care is Harvey Norman
Stores (NZ) Pty Limited 847884 and its contact details are:
Street Address: 1/527B Rosebank Road, Avondale, Auckland
Telephone number: 0800 848 444
Email address: productcare@brightsideco.co.nz
RIGHT OF CANCELLATION
You have a right to cancel Your Product Care within 14
working days of purchase and You receiving these Terms
and Conditions. You can cancel Your Product Care by
contacting Us on one of the contact methods set out in Your
Product Care or by returning to your store of purchase. You
also have a right of cancellation if We fail to comply with
certain disclosure obligations to You. Upon cancellation of
Your Product Care you will receive a full refund of the price
you paid for Your Product Care.

COMPARISON OF YOUR RIGHTS
Features

Consumer Guarantees Act 1993 (“Act”)

Your Product Care

What remedies
are available if
the product is
defective?

If the failure can be remedied and is not of a
substantial character, the supplier is able to choose to
repair or replace the product, or refund the purchase
price.

If Your Product is assessed to have suffered an
Eligible Fault, then it will be replaced with a brand
new like-for-like product that is the nearest equivalent
to Your Product, as determined by Us. The value of
the replacement product plus any freight costs

Features

Consumer Guarantees Act 1993 (“Act”)

Your Product Care

What remedies
are available if
the product is
defective?

If the failure cannot be remedied or is of a substantial
character then You have the option to reject and
return the product (and choose to either be refunded
or choose a replacement from the supplier’s stock of
the same type and similar value) or keep the product
and seek damages in compensation for any reduction
in value of the product below the price paid.

associated with the replacement, shall not exceed the
Original Purchase Price You paid for Your Product. If
a suitable replacement is not available, We will offer
You a store credit or cash settlement.

If the failure isn’t remedied within a reasonable time,
You may have the failure remedied elsewhere and
be reimbursed by the supplier for all reasonable
costs related to the remedy, or reject and return the
product (and choose to either be refunded or choose
a replacement from the supplier’s stock of the same
type and similar value).

Other than the Additional Benefits set out in clauses
41-52 of the Terms and Conditions, Your Product Care
ends upon the replacement of Your Product or Us
providing You with a store credit or cash settlement.

In addition, You may obtain from the supplier damages for loss or damage resulting from the failure (other
than loss or damage through reduction in value of the
product) which was reasonably foreseeable as liable
to result from the failure.
Repair and other remedies may be available in other
circumstances.
The guarantees under the Act apply to any repaired
or replacement product.
Is price
guarantee
available?

No.

Yes, if following the purchase of Your Product with
Your Product Care, Your Product is advertised by Us
at a lower price within 30 days of the Original Date of
Purchase then You are entitled to return to Your store
of purchase and We will refund you the difference
between the Original Purchase Price and the lower
advertised price (subject to stated exclusions, such
as online only offers, as set out in these Terms and
Conditions).

Are my rights
transferable on
a private sale?

No (but rights are transferable if a product is given to
a third party as a gift).

Yes – multiple transfers (including by sale or by gift),
when We are advised in writing before transfer.

What if I move
my product
overseas, am I
still covered?

Yes, but You may have to return Your Product to New
Zealand.

Yes, We provide You with full International Coverage,
so You are protected even when You are on the move.
Tor International Coverage freight cost cover may
be in the form of reimbursement to You as set out in
clause 30 of these Terms and Conditions.

Do I have
access to 24/7
online claims
processing?

N/A.

Yes, you can lodge Your Product Care claim online,
anytime for Your convenience.

Am I covered
if I acquired
the product for
commercial use
(as opposed
to personal,
domestic or
household use)?

Yes, but only if the Act applies and is not correctly
contracted out of when You purchase your goods.

Yes, but only with Our authorisation in writing prior to
You acquiring the goods.
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Features

Consumer Guarantees Act 1993 (“Act”)

Your Product Care

Is technical
support
available to
help with my
product?

Not required under the Act (but some suppliers and
manufactuers do provide a helpline).

Yes, there is advice given for Whitegoods and Audio
Visual Products but there is no advice for Computer
purchases. Further, ‘advice’ does not include testing
or any other work.

What type of
good or service
does it apply to?

Applies to goods or services of a kind ordinarily
acquired for personal, domestic or household use,
to the extended they are not acquired for resupply
in trade, consuming in production/manufacture or
repairing or treating in trade other goods or fixtures.

Applies to all types of products sold by Us, regardless
of the ordinary usage of that product (subject
to stated exclusions set out in these Terms and
Conditions including, but not limited to, for any
Excluded Accessory).

How long does
the protection
against defects
last?

Commences from date of purchase and ends after a
‘reasonable period of time’, as determined by factors
applicable to the specific guarantee.

Commences on the expiry of Your Product’s
Manufacturer’s Voluntary Warranty (if any) and ends
on the expiry of the Term or if You successfully claim
under Your Product Care. At all times, limited to a
maximum of 7 years from Original Date of Purchase.
After the expiry of Your Product Care, You may
still have rights under the Act for any replacement
products that We provided to You.

What claims are
allowed?

Allows claims where the Act’s guarantees have been
breached.

Allows claims in the event that Your Product fails to
operate properly due to an Eligible Fault, subject at
all times to these Terms and Conditions.

Are freight costs
covered?

If a product suffers from a fault, the Act allows
reimbursement of the cost to send it for an
assessment and to send a replacement of repaired
product back to You. Generally however, You will
first be required to bring a faulty product back to
Our store unless the product cannot be returned or
removed or transported without significant cost to
You (e.g. due to the size of the product).

If Your Product suffers from an Eligible Fault, We
will cover the cost of the freight to send it for an
assessment (although for International Coverage this
may be in the form of reimbursement to You as set
out in clause 30 of these Terms and Conditions). The
value of the replacement product plus any freight
costs associated with the replacement, shall not
exceed the Original Purchase Price You paid for Your
Product. So, the more that is spent on freight the less
available for replacement. You may be liable for these
costs if Your Product is found not to have suffered an
Eligible Fault*.

Am I covered
for things like
wear and tear,
condensation
and dust?

Yes, but only if the damage to Your Product caused
by wear and tear condensation or dust amounts
to a breach of a guarantee under the Consumer
Guarantees Act 1993.

Yes, if Your Product fails to operate as a result of
normal wear and tear dust, internal overheating,
humidity or condensation, We will replace it subject
to stated exclusions in these Terms and Conditions. If
a suitable replacement is not available, We will offer
You a store credit or cash settlement.

Food Spoilage

Yes — Allows damages for any loss or damage to
the consumer resulting from the failure (other than
reduction in value) which was reasonably foreseeable
as liable to result from the failure.

Yes — if Your Product is a fridge or freezer, We will at
our discretion pay for any substantiated cost of food
which has been spoiled as a result of an Eligible Fault.

Laundry Cover

Yes — Allows damages for any loss or damage to
the consumer resulting from the failure (other than
reduction in value) which was reasonably foreseeable
as liable to result from the failure.

Yes — if Your Product is a washing machine or dryer
We will at Our discretion pay any substantiated
laundry cleaning and/or drying costs incurred by You
as a result of an Eligible Fault.

More than one claims can be made as guarantees also
apply to repaired and replaced goods.

You may also have additional rights under the Consumer Guarantees Act 1993 which are not set out in the tables above.
For further information and guidance, please refer to https://www.consumerprotection.govt.nz/general-help/consumer-laws/
consumer-guarantees-act/
* Your Product Care in no way affects or limits any right or remedies you may have under the Consumer Guarantees Act 1993.
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PROTECTION, SUPPORT, ADVANTAGE.
AVAILABLE AT

Discover all the benefits Product Care brings You.

Protection
Advantage

Having Your Product Care with
Your purchase means You can
enjoy special benefits that are
exclusive to You and will help
You enjoy the experience of
Your new product even
more*.

With Your Product Care, You can
relax knowing that Your purchase
comes with certain protections. If
Your Product is assessed to have
suffered an Eligible Fault*, then it will
be replaced with a brand new like-forlike product that is the nearest
equivalent to Your Product.
The value of the
replacement product
plus any freight costs
associated with the
replacement, shall not
exceed the Original
Purchase Price You paid
for Your Product. Where
We cannot find You a
suitable replacement,
We will give You a
store credit or cash
settlement*.

Support

Our range of support options ensure You experience an easy and hassle-free process when
You need to talk to Us about Your Product with Product Care. Whether You are experiencing
a fault, or wanting to redeem Your Additional Benefits, We will provide You with guidance and
support every step of the way*.
*All of the above is subject to the terms and conditions set out on pages 9 - 14.
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2, 3 or 4 Year Protection Terms Available
Your purchase of Your Product with Product Care provides You with protection for Your Product for a period
of either 2, 3 or 4 years (depending on the type of product purchased), commencing from the expiry of the
Manufacturer’s Voluntary Warranty Period, provided that the period from the date You purchased Your Product
with Product Care to the expiry of the Term (as defined in the Terms and Conditions) does not exceed 7 years. The
term available will depend on Your Product purchased with Product Care. The protection period is described in
the Original Documents. Your protection period ends on the expiry of the Term or if You successfully claim under
Your Product Care.
New for Old Replacement
If Your Product with Product Care is assessed to have suffered an Eligible Fault*, then it will be replaced with
a brand new like-for-like product that is the nearest equivalent to Your Product. The value of the replacement
product plus any freight costs associated with the replacement, shall not exceed the Original Purchase Price You
paid for Your Product. In the event that a suitable replacement cannot be found, Our claims team will work with
You to find an alternative solution, such as a store credit or cash settlement. We are committed to always finding
You a satisfactory solution*.
Coverage for Wear and Tear and Environmental Factors
An Eligible Fault* under Your Product Care may include faults caused by normal wear and tear, condensation,
humidity, internal over-heating or dust*. Under the Act, You may be able to claim for these types of faults, but Your
Product Care gives more certainty as to the period of coverage and the remedy You will receive.
All Freight and Service Call-Out Fees Covered
All freight and service call-out fees are covered under Your Product Care in the event Your Product fails due to an
Eligible Fault*, including delivery costs for Your replacement product*. However, such freight costs incurred may
limit the value of a replacement product. You may be liable for these costs if Your Product is found not to have
suffered an Eligible Fault*.
Transferable
If you sell Your Product, or provide it as a gift, Your Product Care can be transferred with Your Product to the new
owner. Simply notify Us in writing and contact Us to register transfer of ownership*. Rights under the Act can only
be transferred if You provide Your Product as a gift, not if You sell the product privately.
Food Spoilage
If Your Product is a fridge or freezer, We will at Our discretion, after receipt of credible supporting documentation,
reimburse You for any substantiated food spoilage that has occurred as a result of an Eligible Fault.*
Laundry Cover
If Your Product is a washing machine or dryer, We will at Our discretion, after receipt of credible supporting documentation, reimburse You for any substantiated laundry cleaning and/or drying services that You have incurred as
a result of an Eligible Fault.*
International Coverage
We provide You with full international coverage so You are protected even when You are on the move.* For
International Coverage, freight cost cover may be in the form of reimbursement to You as set out in clause 30 of
these Terms and Conditions. Under the Act You may receive protection internationally, but You may be required
to return Your Product to New Zealand.

*All of the above is subject to the terms and conditions set out on pages 9 - 14.
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You have access to a range of support options to ensure You get
the most out of Your purchase of Your Product with Product Care.

Customer Care Team

Call 0800 848 444 to speak with Our Customer Care team who are
available to help You with any enquiries or questions You may have.

Our team are available:
8:30am to 5:30pm NZ time but are not open weekends or
public holidays.

Easy Claim Process
Making a claim in respect of an Eligible Fault is simple and We are here
to help You through every step of the process.
Simply:
1. Call Our Customer Care team on 0800 848 444
or visit www.productcareclaims.co.nz
2. Register the details of Your claim and have Your
Original Documents handy.
3. Your Product will be assessed and if it has suffered from an Eligible
Fault*, an appropriate replacement will be arranged (or store 		
credit or cash settlement if We determine that a replacement
is not reasonably available).

TIP:

Have Your invoice
handy when calling
the Customer Care
team for
Support

*All of the above is subject to the terms and conditions set out on pages 9 - 14.
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Take advantage of exclusive benefits that are only available
when You purchase Your Product with Product Care:

Technical Support*
A dedicated support team is available to help with troubleshooting
and advice for using Your Product and any queries You may have
under Your Product Care. You can access this assistance by calling
0800 848 444 or You can submit your enquiry by visiting
www.productcareclaims.co.nz.
Technical support is only available on whitegoods and audio visual
purchases and is not available on computer purchases.

Price Guarantee*
If You purchase Your Product with Product Care, You are entitled to
receive a partial refund from Harvey Norman Stores (NZ) Pty Limited
if Your Product is advertised at a lower price than the Original Purchase Price by Harvey Norman Stores (NZ) Pty Limited within 30 days
of the date of purchase of Your Product with Product Care.*

20% off two Power Protection Products*

COMPUTER ADVANTAGE

ELECTRICAL ADVANTAGE

A 20% off a full set of Ink
(1 per year for 3 years)

10% off a Cooking Accessory

30% off a Canvas Print

10% off a Coffee Accessory

25% off Internet Security
(1 per year for 3 years)

20% off an Audio Visual Accessory

25% off Networking

20% off Vacuum Bags

20% off Head phones
Free Computer Health Check
(1 per year for 3 years)

*All of the above is subject to the terms and conditions set out on pages 9 - 14.
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Frequently Asked Questions
What are my rights as a consumer?

We recognise that Your rights under the Consumer
Guarantees Act are important and cannot be limited or
excluded. The rights under Product Care are in addition to
Your rights and remedies under the Consumer Guarantees
Act. You are not required to pay for Your rights and
remedies under the Consumer Guarantees Act. Nothing in
Your Product Care plan excludes, restricts or modifies Your
rights under the Consumer Guarantees Act.

How do I make a claim?

Making a claim is simple. You can register Your claim online
at www. productcareclaims.co.nz or call Us on 0800 848
444. All You need is Your Original Documents.

What if I have lost my receipt?

If You contact Your original store of purchase, they will be
able to provide You a printed copy of Your receipt. If You
cannot recall where Your Product with Product Care was
purchased, Contact Us on 0800 848 444 and We can help
You.

What if there is no fault found?

Occasionally, faults can be caused by the use of a product
outside of the operating instructions provided by the
Manufacturer. If You suspect a fault with Your Product,
We always recommend referring back to the original
documentation provided with Your Product with Product
Care and performing troubleshooting prior to registering a
claim. You may incur charges with Your claim, including the
freight costs, if Your Product is found to not have an Eligible
Fault.

Do I get an immediate replacement?

No. Firstly, it is important that We arrange to have
Your Product assessed by an authorised agent before
replacement options are confirmed. Assessments are
handled by Our Customer Care team, and all freight fees
to transport the Product for assessment are covered if an
Eligible Fault is found. If an Eligible Fault is not found, You
may be liable for those freight fees and assessment costs.

What information should I have handy before I
register my claim?

In order for Us to provide You with an easy and hasslefree claim registration process, We ask that You have the
following items handy when calling Our Customer Care line:
• A copy of Your Original Documents;
• The brand, model and serial number of Your Product; and
• Your contact details, including phone and/or email.

Am I covered overseas?

Yes. You can make a claim from anywhere in the world. See
the Terms and Conditions for the claim process. See clauses
29 to 31 of the Terms and Conditions.

What faults are not covered?

Your Product Care does not cover any Eligible Fault
Exclusions which include faults caused by physical
damage, product misuse, using the product outside the
Manufacturer‘s guidelines, and faults due to electrical
surges and software issues. For a complete list of exclusions,
please read the Terms and Conditions, which are set out in
this brochure.

Should I take my product back into the store of
purchase?

What freight costs are covered?

What faults am I protected against?

Additionally, if Your Product is assessed and no Eligible
Fault is found, We may charge You, and You must reimburse
Us for, assessment costs, freight costs and service call-out
fees incurred by Us and associated with the assessment of
Your Product with Product Care.

We recommend that You contact Our Customer Care
team prior to transporting Your Product. You may not be
required to transport Your Product. Your Customer Care
team can talk with You about what options You have to get
Your Product assessed as quickly as possible. Contact Us on
0800 848 444.
You are protected against all Eligible Faults (as defined on
page 13 of the Terms and Conditions) that Your Product with
Product Care may experience. Eligible Faults may include
electrical, electronic and mechanical faults caused by dust,
internal humidity or normal wear and tear. The nature
of a fault must be assessed by Our service agent upon
lodgement of a claim.

When does my cover start?

Your Product Care starts on the expiry of the
Manufacturer’s Voluntary Warranty Period for Your Product.
This period may differ between products.

Your Product Care includes freight costs and service callout fees, including re-delivery costs if Your Product with
Product Care has an Eligible Fault. However, the value of
the replacement product plus any freight costs associated
with the replacement, shall not exceed the Original
Purchase Price You paid for Your Product. So the more that
is spent on freight the less available for replacement

TIP:
You can lodge a claim or make an enquiry 24/7 at
productcareclaims.co.nz
* All of the above is subject to the terms and conditions set
out on pages 9- 14.
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Terms and Conditions of
Your Purchase of Your Product with Product Care
GENERAL
1.

Please ensure that You keep a copy of Your Product
Care and Your Original Documents in a safe place. Your
Original Documents constitute proof of purchase of
Your Product and in the event of a claim under Your
Product Care, the Original Documents may need to be
produced to Us.

2. If You have purchased more than one product on the
same purchase receipt, then Your Product Care will
only cover those products specifically described on
Your Original Documents as being a product sold with
Product Care. Product Care is not available separately
from Us. Product Care can only be acquired with Your
Product at the time of the purchase of Your Product.
3. The Original Documents attached to Your Product
Care form part of Your Product Care between Us. The
Original Purchase Price and Original Date of Purchase
are set out on the Original Documents.
4. The protection provided to You under Your Product
Care is subject at all times to these Terms and
Conditions. All defined terms under Your Product Care
have the meaning contained in the ‘Definitions‘ section.
5. Nothing in these terms and conditions affects in any way
any rights or remedies that You may have under the Act.

TERM
6. The Term of Your Product Care depends on the type
of product and level of cover purchased and will
be clearly stated on the Original Documents. In all
cases, protection under Your Product Care is limited
to 7 years from the Original Date of Purchase and is
effective from the date of expiry of the Manufacturer’s
Voluntary Warranty of Your Product (if any). The term
of the Additional Benefits is set out in the applicable
description of each benefit.
7. Any claim under Your Product Care must be made
during the Claim Period.
8. Your Product Care ends either on the expiry of the
Term or when Your Product is replaced under Your
Product Care. On replacement of Your Product under
Your Product Care, Your Product Care will not transfer
to Your replacement product and will automatically
terminate.

MANUFACTURER’S VOLUNTARY WARRANTY
9. In respect of Your Product, the Manufacturer has
elected to provide to You a Manufacturer’s Voluntary
Warranty. The Manufacturer‘s Voluntary Warranty is
independent of Product Care and is not provided by
Us to You. The Manufacturer has solely determined the
terms and conditions of the Manufacturer’s Voluntary
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Warranty. The Manufacturer is solely responsible for
the discharge of all obligations of the Manufacturer
under the Manufacturer‘s Voluntary Warranty. All
representations made to You which relate to the
Manufacturer’s Voluntary Warranty are made solely by
the Manufacturer. We do not make any representations
about the period, nature or extent of the Manufacturer’s
Voluntary Warranty or obligations of the Manufacturer
under the Act.
10. Your rights as a consumer under the Act are in addition
to, not limited or reduced by, and may survive any expiry
of the Manufacturer’s Voluntary Warranty Period. A
representation or warranty by the Manufacturer about
Your rights against the Manufacturer during or after
the Manufacturer’s Voluntary Warranty Period cannot
limit or reduce Your rights against the Manufacturer or
against Us, or both, under the Act.
11. You have certain rights under the Act which are not
affected by Your Product Care. The Terms and
Conditions set out below are in relation to Your rights
under Your Product Care which are in addition to Your
existing rights under the Act.

REPLACEMENT OF YOUR PRODUCT
12. Your Product Care gives You rights which are separate
to and independent of Your right under the Act in the
circumstances below.
13. If:
(a) during the Term, Your Product fails to operate as a
result of an Eligible Fault; and
(b) You make a claim for replacement of Your Product
during the Claim Period,
then We will replace Your Product, in accordance
with these Terms and Conditions.
‘Eligible Fault’, ‘Term’ and ‘Claim Period’ are defined
terms in the ‘Definitions’ section of this brochure.

EXCLUSIONS UNDER YOUR PRODUCT CARE
14. The following items are excluded under Your Product
Care:
(a) We have no liability or responsibility to You in
respect of any Eligible Fault Exclusion.
(b) Your Product Care is not intended to provide You
with any right or entitlement in respect of any
Eligible Fault Exclusion or any Excluded Accessory.
(c) Apart from as set out in Your Product Care, We
have no liability or responsibility to You under Your
Product Care for indirect or consequential loss,
including but not limited to, loss of profits.
(d) We have no liability or responsibility for costs

incurred in respect of Your Product with Product
Care if Our assessment determines Your Product
with Product Care does not have an Eligible Fault.
For the avoidance of doubt, the exclusions set out
above do not affect any right or entitlement You may
have under the Act.

REPLACEMENT TERMS
15. Under Your Product Care if Your Product is assessed
to have suffered an Eligible Fault during the Term, We
will provide you with a one-off replacement of Your
Product, in the form of a new, like-for-like product that is
the nearest equivalent to Your Product, as determined
by Us.
16. When We replace Your Product under Your Product
Care, We will take into account features, quality and
specifications of Your Product as well as availability of
the technology. The choice of replacement product is
always at Our discretion and Our decision is final.
17. If there is an Eligible Fault with an Essential Accessory,
We may choose to only replace that Essential Accessory,
at Our sole discretion. If We choose to only replace the
Essential Accessory, Your Product Care does not end
and will continue on Your Product.
18. The value of the replacement product, including any
freight costs associated with the replacement, shall not
exceed the Original Purchase Price You paid for Your
Product. Due to changes in product technology and
availability, the replacement product We supply under
Your Product Care may have a lower selling price and
may not be the original manufacturer or brand of Your
Product. Price differences, if any, between Your Product
and the replacement product, will not be refunded.
19. Under Your Product Care, if We cannot offer You a
suitable replacement, We will give You a store credit
to be used in the selection of a replacement product
of Your choosing or a cash settlement. The value of
any store credit or cash settlement that We give You
under Your Product Care will not exceed the Original
Purchase Price of Your Product (which does not include
the cost of Your Product Care). The decision to replace,
offer a store credit or cash settlement is always at Our
sole discretion and Our decision is final.
20. Our obligations under Your Product Care are limited
to Your Product and do not extend to any replacement
product We provide You. However, You may still have
rights under the Act in respect of any replacement
products We provide to You. For the avoidance of
doubt, Your Product Care extends only to Your Product
and no other product. If:
(a) Your Product suffers an Eligible Fault and is replaced
under Your Product Care; or
(b) Your Product suffers an Eligible Fault, a suitable
replacement cannot be found and We give You a
store credit or a cash settlement under Your Product
Care, then:

(i) We will have fulfilled and discharged Our
obligations under Your Product Care set out
in these Terms and Conditions except for the
Additional Benefits (but We may still have
obligations to you under the Act);
(ii) Other than Your entitlements under clauses
41 - 52 of these Terms and Conditions, We will
owe no further obligations to You under Your
Product Care (but We may still have obligations
to You under the Act); and
(iii) Your Product will become Our property
thereafter and will need to be collected by Us
prior to You receiving Your replacement, store
credit or cash settlement being received by You,
unless We advise otherwise.

FREIGHT
21. In order to assess whether Your Product with Product
Care has an Eligible Fault, Your Product with Product
Care will be sent to Our service agent for assessment.
Subject to clause 18, We will cover any freight costs and
service call-out fees associated with this assessment,
including re-delivery costs. If Your Product with Product
Care is assessed and no Eligible Fault is found, We may
charge You, and You must reimburse Us for assessment
costs, freight costs and service call-out fees incurred by
Us and associated with the assessment of Your Product
with Product Care.

DATA STORAGE
22. If Your Product with Product Care is capable of storing
User Generated Data and You give Us Your Product for
any reason You acknowledge that Your User Generated
Data may be lost. We do not guarantee that Your User
Generated Data will be preserved as part of the claim
process.
23. You must take adequate measures to preserve Your
User Generated Data on Your Product. We recommend
that You back up all Your User Generated Data before
You provide Us with Your Product with Product Care for
the purpose of being assessed, a Health Check, or any
other process provided by Us.
24. If Your user Generated Data is lost or is corrupted by
Us during the claim process, Health Check, or any other
process, then, subject to any rights you may have under
the Act, We are not liable to You for the loss, corruption
or destruction of Your User Generated Data.

FOOD SPOILAGE
25. If Your Product is a fridge or freezer We will, on receipt
of credible supporting documentation, reimburse You
for any substantiated cost of food which has been
spoiled as a result of an Eligible Fault.
26. You must supply sufficient proof of Your losses in a
form and manner acceptable to Us. Our decision to
reimburse is always at Our sole discretion (subject to
Our obligations at law) and any decision is final.

10

LAUNDRY
27. If Your Product is a washing machine or dryer We will,
on receipt of credible supporting documentation,
reimburse You for any substantiated laundry cleaning
and/or drying service costs incurred by You as a result
of an Eligible Fault.
28. You must supply sufficient proof of Your losses in a
form and manner acceptable to Us. Our decision to
reimburse is always at Our sole discretion (subject to
our obligations at law) and any decision is final.

INTERNATIONAL COVER
29. Your Product is covered by Your Product Care when
You are overseas.
30. If You need to make a claim under Your Product Care,
prior to having Your Product assessed, You must
contact Our customer service centre and provide Us
with details of Your Product with Product Care and the
Eligible Fault. In order to assess whether Your Product
with Product Care has an Eligible Fault, Your Product
with Product Care may need to be forwarded to Our
assessment agent. We will cover any reasonable freight
costs associated with the assessment of Your Product
with Product Care (subject to clause 18). You must
initially pay for the cost of the freight and subsequently
claim the cost from Us. You must provide Us with an
itemised invoice for the freight cost. If Your Product with
Product Care is assessed and no Eligible Fault is found,
We may charge You, and/or We will not reimburse You,
for freight costs and other costs associated with the
assessment of Your Product with Product Care.
31. Where Your Product with Product Care is assessed
as having an Eligible Fault We will provide You with a
one-off replacement of Your Product, in the form of
a new like-for-like Product that is equivalent to Your
Product, as determined by us in accordance with Our
Replacement Terms as set out in clauses 15-20 of these
Terms and Conditions.

TRANSFER OF OWNERSHIP
32. Your Product Care can be transferred to a new owner of
Your Product provided written consent of the transfer
from You and the new owner is given to Our customer
service centre before the transfer. Please provide a copy
of the Original Documents to the new owner on the
transfer of Your Product with Product Care. Please call
Our customer service centre on 0800 848 444, during
Our operating hours as set out below, or mail Your
notice to Harvey Norman Product Care, PO Box 84-458
Westgate, Auckland 0657.
33. Your Product Care cannot be sold separately to Your
Product.

TECHNICAL SUPPORT
34. Your Product Care comes with technical support for
Your Whitegoods or Audio Visual Product.
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35. During the Term, We will, in respect of Your Product
with Product Care which is a Whitegoods or Audio
Visual product, provide You with technical assistance
during the hours of Monday to Friday 9:00am to
5:00pm. For the avoidance of doubt, technical support
is not available on Computer products.
36. You can access this assistance by calling 0800 848 444
or You can submit Your inquiry by visiting
www.productcarecIaims.co.nz
37. We will outsource the technical assistance service
to suitably qualified agent technicians according to
the nature of Your Product with Product Care. The
assistance You receive will be based on the latest
technical knowledge available to Our agents at the time
of Your enquiry. The technical assistance available is
limited to advice to You, and will not include any other
work or testing.

PRICE GUARANTEE
38. Your Product Care comes with a price guarantee.
39. Following the purchase of Your Product with Product
Care, if Your Product is advertised by Us (as further
explained in clause 40 below) at a lower price within
30 days of the Original Date of Purchase then You are
entitled to return to the Harvey Norman store from
which You purchased Your Product with Your Original
Documents and We will refund you the difference
between the Original Purchase Price and the lower
advertised price.
40. This price guarantee:
(a) Applies to any cheaper advertised price found in
a Harvey Norman Stores (NZ) Pty Limited New
Zealand store or New Zealand website or published
in an advertisement that is published by Us in New
Zealand;
(b) Applies where the final price, inclusive of delivery,
taxes, fees and charges, is lower than the Original
Purchase Price; and
(c) Excludes trade quotes, limited quantity offers, stock
liquidations, commercial quantities, online-only
offers, and circumstances where the lower price is
due to the product being combined with another
product or due to participation in a loyalty scheme.

ADDITIONAL BENEFITS
Annual Computer Health Check at no
additional cost
41. During the period commencing on Your Original Date of
Purchase and expiring 3 years thereafter Your Product
Care entitles you to claim from Us, each year for three
years, 1 Computer Health Check per year in respect of
Your Product with Product Care.
42. lf Your Product is capable of storing User Generated
Data, please refer to clauses 22 to 24 regarding risks
associated with your User Generated Data.

Discounted Ink

Discounted Coffee Accessory

43. During the period commencing after 30 days from
Your Original Date of Purchase and expiring 3 years
thereafter Your Product Care entitles You to purchase
from Us each year for 3 years, one complete set of
ink replacements per year, for a price equivalent to
20% off the price advertised by Us in respect of the
ink replacements. The discount cannot be used in
conjunction with any other discount or offer.

49. Commencing after 30 days from Your Original Date of
Purchase, during the Additional Benefits Term, Your
Product Care entitles You to purchase from Us, one
Coffee Accessory, for a price equivalent to 10% off
the price advertised by Us in respect of the Coffee
Accessory. The discount cannot be used in conjunction
with any other discount or offer.

Discounted Internet Security
44. During the period commencing after 30 days from
Your Original Date of Purchase and expiring 3 years
thereafter Your Product Care entitles You to purchase
from Us each year for 3 years, one 12 month internet
security per year for a price equivalent to 25% off
the price advertised by Us in respect of the Internet
Security. The discount cannot be used in conjunction
with any other discount or offer.

Discounted Power Protection
45. Commencing after 30 days from Your Original Date of
Purchase, during the Additional Benefits Term, Your
Product Care entitles You to purchase from Us, two
Power Protection Product, for a price equivalent to 20%
off the price advertised by Us in respect of the Power
Protection Product. The discount cannot be used in
conjunction with any other discount or offer.

Discounted Canvas Print
46. Commencing after 30 days from Your Original Date of
Purchase, during the Additional Benefits Term, Your
Product Care entitles You to purchase from Us, one
canvas print, for a price equivalent to 30% off the price
advertised by Us in respect of the canvas print. The
discount cannot be used in conjunction with any other
discount or offer.

Discounted Networking Product
47. Commencing after 30 days from Your Original Date of
Purchase, during the Additional Benefits Term, Your
Product Care entitles You to purchase from Us, one
Networking Product, for a price equivalent to 25% off
the price advertised by Us in respect of the networking
product. The discount cannot be used in conjunction
with any other discount or offer.

Discounted Headphones
48. Commencing after 30 days from Your Original Date
of Purchase, during the Additional Benefits Term,
Your Product Care entitles You to purchase from
Us, one pair of headphones, for a price equivalent to
20% off the price advertised by Us in respect of the
pair of headphones. The discount cannot be used in
conjunction with any other discount or offer.

Discounted Cooking Accessory
50. Commencing after 30 days from Your Original Date of
Purchase, during the Additional Benefits Term, Your
Product Care entitles You to purchase from Us, one
Cooking Accessory, for a price equivalent to 10% off
the price advertised by Us in respect of the Cooking
Accessory. The discount cannot be used in conjunction
with any other discount or offer.

Discounted Audio Visual Accessory
51. Commencing after 30 days from Your Original Date of
Purchase, during the Additional Benefits Term, Your
Product Care entitles You to purchase from Us, one
Audio Visual Accessory, for a price equivalent to 20% off
the price advertised by Us in respect of the Audio Visual
Accessory. The discount cannot be used in conjunction
with any other discount or offer.

Discounted Vacuum Bags
52. Commencing after 30 days from Your Original Date
of Purchase, during the Additional Benefits Term,
Your Product Care entitles You to purchase from Us,
one pack of vacuum baps, for a price equivalent to
20% off the price advertised by Us in respect of the
pack of vacuum bags. The discount cannot be used in
conjunction with any other discount or offer.

Access Entitlements
53. To access Your Additional Benefits under Your
Product Care, You will be required to present Your
Original Documents, this original brochure and photo
identification to Us in store. You cannot claim any
Additional Benefits online.
54. Upon Our provision of an Additional Benefit to You,
the relevant Additional Benefit voucher at the back of
this brochure will be signed and dated by Us satisfying
Our obligation in respect of that Additional Benefit.
We are not responsible for lost or damaged brochures
where We are unable to reasonably determine if the
redemption has been satisfied. Additional Benefits may
only be accessed if the time period in which to claim has
not expired.
55. Any entitlement which is to be used during the
Additional Benefits Term and which is not taken up
during the Additional Benefits Term will be forfeited by
You. Any entitlement not taken up during a particular
year of the Additional Benefits Term (if applicable)
cannot be carried forward to any subsequent year.
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Definitions in Your Product Care
The Act: means the Consumer Guarantees Act 1993 as
amended from time to time.

iii. accident, misuse or abuse of Your Product with Product
Care;

Additional Benefits: means those benefits specified in
clauses 41 to 52.

iv. an electrical surge;

Audio Visual Accessory: means those products as specified
by Us from time to time.

vi. negligent acts or omissions of any person other than
Us, accidental or deliberate misuse, or unauthorised
alterations of or to Your Product;

Additional Benefits Term: means the period commencing
on the Original Date of Purchase and ending on the first to
occur of the following dates:
i.

the last day of the period specified in Your Original
Documents as the “term” of Your Product Care
(regardless of whether You make a claim under Your
Product Care); and

ii. the date being 7 years from the Original Date of
Purchase.
Claim Period: means the Term plus 14 days.
Coffee Accessory: means those products as specified by Us
from time to time.
Computer Health Check: means, if Your Product is a
computer, when You return Your Product to Us, We will
perform the following checks: virus and spyware check,
hard drive optimisation, memory optimisation and any other
additional checks offered at Our sole discretion.
Cooking Accessory: means those products as specified by
Us from time to time.
Eligible Fault: means, in respect of Your Product with
Product Care, a failure of Your Product with Product Care
to operate during the Term which:
i.

does not entitle You to a replacement of Your Product
under the Act;

ii. is not caused by an Eligible Fault Exclusion; and
iii. is not merely superficial or cosmetic, to be determined
in Our sole discretion.
Eligible Fault Exclusion: means, in respect of Your Product
with Product Care, a fault or failure of Your Product with
Product Care which is caused by:
i.

the installation, uninstalling, dismantling, or reinstallation
of Your Product with Product Care by any person other
than Us;

ii. acts, omissions or damage that occurs during
transportation, installation, uninstalling, dismantling or
re-installation of Your Product with Product Care, where
the damage is not caused by Us;
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v. any user-installed software;

vii. liquid penetration;
viii. infestations of vermin, pests or insects;
ix. use of Your Product for a predominantly commercial
purpose (rather than domestic) without express
authorisation from Us;
x. rust, corrosion or mould;
xi. use of Your Product with Product Care outside of
Manufacturer’s operation and care instructions.
You must ensure that You read the Manufacturer‘s
operational and care instructions prior to using Your
Product with Product Care and maintain any servicing
on Your Product with Product Care that may be
described within the Manufacturer’s instructions;
xii. failure or consumption of consumables used with Your
Product with Product Care, including, but is not limited
to; user replaceable batteries, fridge seals, cables, cords,
fuses and bulbs; or
xiii. failure of any Excluded Accessory used in conjunction
with Your Product with Product Care.
Essential Accessory: means those accessories which are
essential for the operation of Your Product (for example,
TV remote controls, AC adapters, original product chargers,
game controllers which are supplied with Your Product and
essential cords).
Excluded Accessory: means an accessory which is not
an Essential Accessory, including but not limited to
headphones, microphones, 3D glasses, memory cards and
ancillary game controllers.
Internet Security: means those products as specified by Us
from time to time.
Manufacturer: means the manufacturer of Your Product
with Product Care.
Manufacturer’s Voluntary Warranty: means the express
warranty provided by the Manufacturer in respect of Your
Product with Product Care (but does not include any
warranties implied by law).

Manufacturer’s Voluntary Warranty Period: means the
period commencing on the date of purchase of Your
Product with Product Care from Us and ending on the date
of expiration of the Manufacturer‘s Voluntary Warranty as
determined on the date of purchase.
Networking Product: means those products as specified by
Us from time to time.
Original Documents: means Your original purchase receipt
and/or tax invoice issued by the Retailer which sold Your
Product with Product Care to You.

Your Product: means the product that You purchased with
Your Product Care, as described in the Original Documents.
Your Product Care and Product Care: means the rights
provided to You for Your Product, as set out in the Terms
and Conditions.
We, Us, Our, Retailer: refers to the selling retailer or an
authorised agent of the selling retailer whose name appears
on the Original Documents as the supplier.

Original Date of Purchase: means the date of purchase of
Your Product with Product Care as shown on Your Original
Documents.

General: Any term or expression used in Your Product Care
which has a defined meaning in the Act shall have the same
meaning in Your Product Care as is ascribed to that term or
expression in the Act. Words importing the singular includes
the plural (and vice versa).

Original Purchase Price: means the amount shown on the
Original Documents as the purchase price of Your Product
with Product Care (but not including the purchase price of
Product Care).

The Harvey Norman® logo and words are registered
trademarks of Harvey Norman Retailing Pty. Limited and
used under a limited licence by the Retailer and other
authorised persons.

Power Protection Product: means those products as
specified by Us from time to time.

Harvey Norman Holdings Limited ACN 003 237 545

Term: means the term of Your Product Care as set out in
the Original Documents, commencing on the expiry of the
Manufacturer‘s VoIuntary Warranty Period and continuing
for the time period expiring on the first to occur of the
following dates:
i.

(’HNHL‘), and each subsidiary of HNHL, apart from the
Retailer, do not undertake any obligation to You under Your
Product Care.

the last day of the period specified in Your Original
Documents as the “term” of Your Product Care;

ii. the date of replacement of Your Product under Your
Product Care; and
iii. the date We provide You with a store credit or cash
settlement in respect of Your Product with Product
Care under Your Product Care.
At all times, the Term is limited to 7 years from the Original
Date of Purchase.
Terms and Conditions: means the terms and conditions of
Your Product Care set out in this brochure.
User Generated Data, Your Data: All data generated by
You and stored on or in Your Product with Product Care.
For example (but not limited to), songs, photos, telephone
numbers, electronic documents and computer programs.
You, Yourself: means the person/s or business named as
the purchaser on the Original Documents in respect of Your
Product with Product Care.
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25

25

25

Service Team

Service Team

Service Team

Tax Invoice No

Tax Invoice No

Tax Invoice No

Date

Date

Date

%
OFF*

INTERNET
SECURITY

%
OFF*

INTERNET
SECURITY

Expires 12 mths from
Original Date of Purchase

%
OFF*

INTERNET
SECURITY

Expires 24 mths from
Original Date of Purchase

20

%
OFF*

20

%
OFF*

Expires 36 mths from
Original Date of Purchase

20

%
OFF*

A FULL SET OF INK,
1 PER YEAR

A FULL SET OF INK,
1 PER YEAR

A FULL SET OF INK,
1 PER YEAR

Service Team

Service Team

Service Team

Tax Invoice No

Tax Invoice No

Tax Invoice No

Date

Date

Date

Expires 12 mths from
Original Date of Purchase

Expires 24 mths from
Original Date of Purchase

Expires 36 mths from
Original Date of Purchase

FREE

FREE

FREE

COMPUTER
HEALTH CHECK,
1 PER YEAR

COMPUTER
HEALTH CHECK,
1 PER YEAR

COMPUTER
HEALTH CHECK,
1 PER YEAR

Service Team

Service Team

Service Team

Tax Invoice No

Tax Invoice No

Tax Invoice No

Date

Date

Date

Expires 12 mths from
Original Date of Purchase

Expires 12 mths from
Original Date of Purchase

*Terms and conditons apply, see pages 9-14 for details.
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Expires 12 mths from
Original Date of Purchase

30

20

20

Service Team

Service Team

Service Team

Tax Invoice No

Tax Invoice No

Tax Invoice No

Date

Date

Date

%
OFF*

A CANVAS
PRINT

Valid from 30 days after Date of Purchase
until end of Additional Benefits Term

25

%
OFF*

NETWORKING

%
OFF*

POWER
PROTECTION

%
OFF*

POWER
PROTECTION

Valid from 30 days after Date of Purchase
until end of Additional Benefits Term

Valid from 30 days after Date of Purchase
until end of Additional Benefits Term

10

10

%
OFF*

A COFFEE
ACCESSORY

%
OFF*

A COOKING
ACCESSORY

Service Team

Service Team

Service Team

Tax Invoice No

Tax Invoice No

Tax Invoice No

Date

Date

Date

Valid from 30 days after Date of Purchase
until end of Additional Benefits Term

Valid from 30 days after Date of Purchase
until end of Additional Benefits Term

Valid from 30 days after Date of Purchase
until end of Additional Benefits Term

20

20

20

Service Team

Service Team

Service Team

Tax Invoice No

Tax Invoice No

Tax Invoice No

Date

Date

Date

%
OFF*

VACUUM
BAGS

Valid from 30 days after Date of Purchase
until end of Additional Benefits Term

%
OFF*

AN AUDIO VISUAL
ACCESSORY

Valid from 30 days after Date of Purchase
until end of Additional Benefits Term

%
OFF*

ONE PAIR OF
HEADPHONES

Valid from 30 days after Date of Purchase
until end of Additional Benefits Term

*Terms and conditons apply, see pages 9-14 for details.
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Notes

17

Notes
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Attach Invoice Here
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TIP: Before calling please conduct
a basic check of Your Product.

• Is Your Product plugged in?
• Does Your Product require new batteries?
• Have You checked the Manufacturer’s instruction booklet in respect of Your
Product? The Manufacturer’s instruction booklets may contain “trouble shooting”
tips which may assist You.

We are committed to complying with the
Privacy Act 2020 (NZ) and protecting Your
Privacy is important to Us.
We collect personal information from You, including
information about Your:
•
•
•
•

name
contact details
interactions with Us
billing or purchase methods

We collect Your personal information in order to:
• create Your Product Care and provide it to You, and
• receive payment from You, and
• investigate and pay Product Care claims.
If You choose not to provide this personal information
to Us, We will not be able to provide this Product Care
to You.
Besides Our staff, We share this information with:
• the party You purchased Your Product from, and
• Our related companies, and
• Our claims service providers
in order to achieve the purposes of collection referred
to above.
We keep Your information safe by storing it securely on
servers that may be in New Zealand or overseas.
You have the right to ask for a copy of any personal
information We hold about You, and to ask Us to
correct it if You think it is incorrect. If You would like
to ask for a copy of Your information, or to have it
corrected, please contact Us at 0800 848 444.
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For all enquiries or
to lodge a claim,
contact Us on:
By Telephone:

0800 848 444
Monday to Friday 8.30am - 5.30pm
By Mail:
Harvey Norman Product Care
PO Box 84-458
Westgate Auckland,
0657 New Zealand
Online:

www.productcareclaims.co.nz
International Enquiries
Australia
Ireland
Singapore
Malaysia
Slovenia

1300 880 459
1800 200 503
1800 438 6393
1800 882 238
08 01 018
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