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Introduction 
 
The Exchange by Mail and Insurance by Mail program will change the way our customers return their in-warranty phones and insurance 
claims. Through these two programs, customers can return their phones for a replacement phone without ever walking into a retail store!  
 
Benefits to Our Customers 
 Customers can avoid store wait times by: 
 Logging into “My Account” on the AT&T website http://www.att.com (Exchange by mail only) 
 Calling the Exchange by Mail call center at 1-800-801-1101 or the Asurion Insurance Hotline at 1-888-562-8662  
 Customers do not have to worry about whether the store location will have their phone in stock. 
 Customers can choose to have a replacement phone delivered to any address in the US, provided it is NOT a P.O. Box. 

 
Exchange by Mail 
 

To enter the Exchange by Mail process, customers can either call the 
Exchange by Mail call center at 1-800-801-1101 during current market call 
center hours or go to http://www.att.com and click on “My Account”, log in, 
then click “Return your phone” under the “Support” section of the “My 
Account” page.  The website is available 24 hours/7 days a week.  
 The customer provides specific information to the call center 

representative (or website) to execute their exchange. A replacement 
phone is delivered to the customer in 3 – 5 business days along with a 
pre-addressed/postage-paid box to return the old phone using any US 
Postal Service mailbox. 

 Once the customer receives the replacement phone, he or she has 10 
days to ship their old phone back to AT&T in the provided box. 

 

Qualified Customers 
 

The customer is qualified for an Exchange by Mail return if they meet the 
following criteria: 
 Customer has owned the phone for more than 30 days, but less than one 

year AND 
 The phone does not have physical damage, AND 
 The phone does not have liquid damage 

 
Exchange by Mail DOES NOT include: 
 Batteries and accessories (e.g. wall chargers) 
 Out-of-Warranty phones, including those the customer has owned for less 

than 30 days or that have physical or liquid damage 

Insurance by Mail (Equipment Protection Program EPP) 
 

To enter the Insurance by Mail process, customers should call the Asurion call 
center at 1-888-562-8662 during current market call center hours. 
 
The customer provides specific information to the call center to execute their 
exchange. A replacement phone kit is delivered to the customer the next 
business day in most cases along with a pre-addressed/postage-paid box to 
return the old phone using any US Postal Service mailbox. 
 Replacement kit includes a phone, battery, wall charger, owner’s manual, 

instruction sheet, and up to one accessory (car charger, leather case, or 
standard ear piece). 

 Once the customer receives the replacement kit, he or she has 10 days to 
ship their old phone back to Cingular in the provided box. 

 

Qualified Customers 
 

The customer is qualified for an Insurance by Mail return if they meet the 
following criteria: 
 The customer has a lost, stolen, or physically damaged phone (including 

liquid damage) AND 
 Customer is enrolled in Asurion insurance coverage AND 
 Customer agrees to have the $50 insurance deductible billed to their 

account 
 

Under the terms of the lock\line insurance program, customers are restricted 
to 2 phone replacements in a 12 month period. 
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EXCHANGE BY MAIL - Step-by-Step Process  
 
 

Step Action 
National Retail Employee 

1 Give the customer the XBM brochure and instruct them to log onto www.att.com and submit their request under the 
“My Account” section - or - call the XBM Call Center at 1-800-801-1101. 

Customer 
2 Complete the exchange process via the Internet or Exchange by Mail call center by following these steps: 

1. Provide the following: mobile number, zip code, ESN or IMEI, and approximate date of phone purchase 
2. Answer a series of questions to identify the problem with the phone 
3. Review the terms and conditions, which detail the charges that may apply 
4. Accept the terms and conditions 
5. Select either bill with service or enter a credit card number 
6. Choose a delivery method (Next Business Day, Priority, or Standard) 
7. Provide a delivery address (P.O. Box addresses are not accepted) 
8. Note the Return Request Number that is assigned to the order 
9. Check the status of the exchange by calling the Exchange by Mail call center or accessing the website 

3 Receive replacement phone 
4 Follow instructions included in the package for activating the replacement phone 
5 Mail the defective phone back to Cingular in the pre-addressed/postage-paid box using any US Postal Service 

mailbox 
AT&T 

6 Verify the phone is in warranty and assess any applicable charges. 
 
Customer Charges 
Customers will only be charged in the following instances: 
 If they do not return the original defective phone within 14 days.  
 If they choose a priority shipping method (rather than Standard). 
 If it is determined that the phone is out of warranty (physical damage, liquid damage, or date code) when it is received by AT&T.  

 
Customer Charges 

Product/Service Price 
Next Business Day delivery (next business day) $7.50 
Priority delivery (2 business days) $3.50 
Did not return old phone within 14 days Good, Better, Best replacement fee ($75, $150, $225) 
Phone is determined to be out of warranty when AT&T receives it Good, Better, Best replacement fee ($75, $150, $225) 
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INSURANCE BY MAIL - Step-by-Step Process  
 
 

Step Action 
National Retail Employee 

1  If there is no apparent damage to the phone, instruct the customer to contact the XBM (Exchange by Mail) call 
center at 1-800-801-1101 for equipment troubleshooting (XBM will transfer customer to Insurance by Mail 
group if necessary). 

 If there is obvious damage to the phone, or if the phone has been lost or stolen, instruct the customer to contact 
the Insurance by Mail group at 1-888-562-8662. 

Customer 
2 Complete the exchange process via the Insurance by Mail call center by following these steps: 

 Provide the following information: mobile number and zip code. 
 Identify whether the phone is lost/stolen or not working 
 Confirm the make and model of the phone; provide the ESN or IMEI number for non-working phones. 
 Listen to and accept the terms and conditions of this process. 
 Provide a delivery address (P.O. Box addresses are not accepted). 
 Accept bill with service for $50 deductible. 
 Select one accessory (restrictions apply) if applicable. 
 Record the claim and RMA number assigned by the call center representative. 
 Check the status of the replacement by calling the Asurion call center at 1-888-562-8662. 

3 Receive replacement phone 
4 Follow instructions included in the package for activating the replacement phone 
5 If insurance claim is not lost\stolen, mail the defective phone back to Cingular in the pre-addressed/postage-paid 

box using any US Postal Service mailbox 
AT&T 

6 Receive phone and bill customer’s account for $50 deductible 
 
Customer Charges 
 
Customer will be charged a $50 deductible on their AT&T account. 
 
 


