(o8,
THE POSSIBILITIES ARE INFINITE FU]ITSU

USER MANUAL

WCM WEB

Warranty Claim Management

We accept your updates and proposals for the document with pleasure.
Please send per mail to: Thomas.Mosenheuer@ts.fujitsu.com or Georg.Kandziora@ts.fujitsu.com.

Issue October 29th 2009
Type WCM Release
Version V2.42

Pages 112

Document History and Version Control

Note:

The information contained in this document is the best available at the time this documents has been
released and may be subject to change without prior notice. Screenshots appearance differs from the

production system.

document name version date changes

WCM WEB User manual E V2.0 2.0 final 23.10.2007 Reviewed Version V2.0

WCM WEB User manual E V2.1 2.1 final 03.12.07 New chapters 1.1.8,5.2.4

WCM WEB User manual_E V2.2 2.2 final 07.02.08 New chapters 1.1.12, 4.4.1.1,
44.1.2,4.4.4,4.45,4.6.2,4.7
Changes in chapter 5

WCM WEB User manual_E V2.3 2.3 final 07.03.08 New chapters 4.1.5
Changes in chapter 5

WCM WEB User manual_E_V2.31 2.3.1 final 20.04.08 Links and Naming updated

WCM WEB User manual_E_V2.32 2.3.2 final 10.06.08 New chapters: 4.1.1 3,4.1.1.4
Changes in chapter 4.4.5, 4.4.7,
4.6.5,5.2.2

WCM WEB User manual_E_V2.32a | 2.3.2a final 04.08.08 New chapter 4.1.5

WCM WEB User manual_E_V2.33 2.3.2 preliminary | 28.10.2008 New chapter 1.2., Changes in
chapters 4.4.7, 4.6

WCM WEB User manual_E_V2.34 234 01.04.2009 New company name

WCM WEB User manual_E_V2.41 234 21.09.2009 New screenshots according to new
branding. Changes in Chapter
4.4.3 (own stock), 3.3 (FCO),
Chapter 5.2.4 removed (summary
invoice)

WCM WEB User manual_E_V2.41 2.3.41 22.09.2009 Add. Screenshot in Chapter 3.3

WCM WEB User manual_E V2.41 24.1 29.10.2009 New chapter 3.4. SWAP process

WCM WEB User manual_E_V2.42 24.2 29.10.2009 Changes in Chapter 5.1.2 Claim

Error details are displayed.




Service Operations | Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 2 /112

Content
1. INTRODUCTION wicicissnssssssssmsnsssssmsssssesssssssssssssssssssnssssssssssssssssssssssssssssnsssssnssssssssssssssssnsssssnssassasssssassssssssssnes 5
O R = T o T ol T a1 {0 2 4= 14 Lo [T 5
1.1, UNIQUE WOTK OFAEF NMUMDET c..oiuiiiiiictecie ettt ettt e ettt et e et estestesbeetsesaessessessestesseeteessessessessetesseaseaseassessenses 5
1.1.2 Encrypted Failure Description (Error CoOde SYSTEM)...cuciiveiiiiciieceieieeie st sse e es ettt esseeennes 5
1.1.3  SYSTEM-SEIIAl NUMDET .ottt st te et e e e e b e s e b e besbeebeeseasaessessastesseasesseesaessanses 6
O R YT Y Ao T 1Y o 1RSSR 6
L.15  ADEX-O OO ..uiitiieiietiiteiietisteseettstetesestet et s tessesessessese s s e sesessessese et asses e et ensessesesensesesseneas e seneesebessese et anseseetansesensansenens 6
L1.1.6  SHUIP ONIY OO ettt h e st b et b et et b et b e b et e bt b et e bt e b e e e bt e b et ebeebenaeneene 6
1.1.7 Ship only order in the Spare PartsS POTTaAl ...ttt 7
1.1.8 Selecting Spare Parts with ‘Translation Tool’ (virtual Fit-to-Asset Check).......ccccccvvninnininnininenn 8
1.1.9 Part Return in SPare PartS POTITaAl ..ottt sttt te e e st et te e tessaesraesreesneesseenseensenns 9
1.1.10 Bulk orders in the Spare PartS POTITaAl ........ccooiiiieiieecece ettt st saeeaeenre e 9
1.1.11  Orders for 4h SErVICE PACKS ....c.ooiiiieieeeee ettt st b e bbbt ettt e b sbesbe st eae e e enean 9
1.2 Frequently aSKEO QUESTIONS wiiiiiiiiiieinriieteieseesssntsssssssssnssssssssssssssssssssssssssssessssssassssassssssssesassssasssssssssnsssesassssanss 9
2. REGISTRATION/ SETTINGS ...ooorrrerersesesssssssssasssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssassns 12
2.1  Edit QCCOUNT SEILINGS ciierrreriirrrericrseeriissnesiessnesssssnnesssssnssssssssesssssnnesssssnsessssnssssssanesssssnsesssssnssssssnssssssnnesssssanassssanne 12
2.2  Edit field SErviCe iSPIAY wiiicvrrericrreriinrreriisiresisssnresisssnesssssnesssssssesssssssesssssnssssssanesssssnsesssssnssssssanasssssnnesssssnsassssanee 14
2.3 Edit IN€ itEMS iSPIAY .crreerrirrrrrirrreeriieseesiessresiessnresssssneessssssessssssnesssssnsesssssnssssssanessessasesssssnssssssanesssssnnesssssnnessasanne 14
2.4 SUPEIVISOI weeiierreeereesreersiessnessesssnessessssessssssssssssasesssssasesssssnssssssssesssssssesssssssesssssnesssssanesssssanesssssnsesssssnsessssanesssssanessssanne 15
3. CALL ENTRIES . .icscsrrsssersessessssssssssssssssssssssssssssssssssssssasssssssssssssssssssssssssssssnsssssssssssssssssssssssssnssnssnssnssasans 17
3.1 Call entry fromM HEIPAESK .uuuiiicericeiieetieserisnesisneissnesssnesssstesssssssssesessnsssnssssssssssssssassssasssssssssssesssasssssssssansssssesssass 17
700 N R o =TT = Tot oY =T Y AT o =T - 1 RSP 18
70t A Vo o =T o BT VA o] = O | | PP 18
3.2 SEelf-8SSIGNEUA Call..uuueeiricreeiiicreeirireeesicsseeessssressesseressessnesssssanesssssnnesssssnesssssasesssssnsessssanesssssnnessssnsessssanssssssanessassnne 19
3.2.1  CUSTOMEE AAUTESS ..ttt b et b e st b b st e bt b e st e bt b et e bt s b et e bt b et e b s b et e bt b et e st s be st e s ene 20
I 1§ oY o (=TT o1 T 0} T Yo TSRS 24
I IRC I ST=1 o ol aF-Ta Yo =T 0] o [-] SR SPRSPPT 26
3.3.1 Different priority |€VEIS OFf FCO ...ttt s te st se st e e e s e sesressesseesseneensn 28
3.3.2 Different priority |€VEIS OF FCO ...ttt sttt ettt b b st eat e e eneas 28
3.3.2.1 FCO is of type A and the service type is “CRU” ..............coiiiiie s 29
3.3.2.2 FCO is of type A1 and the service type is “CRU” ...........oo e 31
3.3.2.3 FCOis of type A or Al and the service type is not equal t0 CRU ......cccccoeivveerieiereenene e 33
N e 0 o T 34
BuA L FUNCHION ettt b et b b ekt b et e st b a4 e st e b et e st e b et e n e e bt b et e bt e b et be b et e Rt e be et e be st st ene 34
I e oY o LTSS = o 1 RPN 34
I O VL o T 1o ] o [T a0 o] o FO OO OO OO T SOOI 34
Bi4.2.2  REPIACEMENT ..ottt sttt s he e a e it et et et e besheeh e e aeenten e et e besheebeeaeeaten e et e ebesheeheeaeententenean 34
3.4.2.3  Confirmation Of dEfECT SR ...ttt st e b ettt e st e besbesbeeaeeateneeneas 34
3.4.2.4 TO Claim the WOTKOTAEL ...c..ooiiiieeeeeteee ettt ettt st eb et e e s e e besbe e bt e st ent et et e sbesbesbesneenteneenean 35
3.4.3 Exceptions where no Swap Data need to be Provided .........cccocevieiieeieienece e 35
3.4.3.1 Desk to Desk Monitor EXChange in GEIMANY .....cccceeieeeieierise e steseete e stes et e e ese s sse e sreste e essessenss 35
3.4.3.2  FOrWarded WOTKOTUEIS. ..ottt ettt b et et b e ke bt e st e be st e e e sesbe e eneene 35

3.4.3.3 Named repair for Displays with DOOF t0 DOOI SEIVICE ...cc.coiiiiirieiieieeee et 35



Service Operations | Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 3/112

I B B R o (=T o TV o =1 = To L= TSRS 35
344  WCM WEB INTOIMIALION .c.eiiiitiiiieieiee ettt b et e s b b et s e be e e b e be st e be st e e esesbeneeneees 35
3.4.4.1 SWAP Example 1 —whole Blade unit Was SWapPed .......cccceeeiieiiieieiesine et ssesse e sese s 35
3.4.4.2 SWAP Example 2 - SNR of defect unit was captured inCOrrectly.......covvvvvinieiiecievenese e 38
3.4.4.3 SWAP Example 3 - Blade unit was repaired NOt SWaPPEd .....c.ccevveirerieniririeireseeeeeee e 40
3.4.4.4 SWAP Example 4 - Monitor was repaired N0t SWaPPEd ........ccccevirieiririenininieieeseeeicsee e e 42
345 TO Claim the WOTKOTUE ..ottt sttt ettt e be s b e s bt s st eat et et e tesbesbesaeeaeennensan 44
3.45.1 Replacement SNR NOtiN ADLER ..ottt st 44
3.4.5.2 Warranty of Replacement SNR IS NOT ZEI0 ....cccocivieieieieesise ettt a e st sre st ssennenses 44
3.4.5.3  ASSEtS Are iNCOMPALIDIE....c.ioieie ettt st e seesb e s e b e tesbesteereessesnenses 44
3.4.6  SWAP DALa iN ADLER ... ettt sttt b et b ek e e st e s eee 45
O T X V1V 2 o - Vo TR SRSR SR 45
3.4.6.2  SWAP POOI INVENTOTY .ottt b bbbt b e bbbt e bt b et e bt be e s ene 46
3.4.6.3  Warranty dat@ after SWaP ........cccieieiriie ettt sttt b e 47
3.4.6.4  DefeCt SYSTEM QeI SWAP ....ccoiiiiiiiie ettt ettt b et b et et b e b et ene 48
3.4.7 New Monitor Service Concept — Collect & Return DiSPlay .....ccccveceevieieiiereeeee e 49
4,  CALL PROCESSING. titssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssassssssss 50
4.1 Ordering SPAre PArtS ..ciccciccceeisserissenissnnissesssnssssnssssssssssessssssssssssssssssssssessssssssssssssssssssssssssssssssassssasssssssssssssessssssasss 50
4.1.1 Ordering of spare parts at FUJITSU with WCM WEB (Standard) ........cccoceveereneienenereneneeseneeeeeseeee 50
O T A |V = 0T = LI =Y =1 =T o3 4o o RSP RPR 50
4.1.1.2  DENVEIY TYPE SEIECTION .ottt ettt s b et s b e st be bbbt et be e st s be e be e 51
4.1.1.3 EXpress charges in WCM WEB ...ttt sttt et e st sae e s esreesreenaeenreens 51
4.1.1.4 Invoice /-proposal form with EXPress Charge ......ccieeiceiieiieie ettt et te s e saesee e e sreeneeenseens 53
4.1.1.5 Delivery addreSs SEIECHION: ..ccuii ettt et e et e et e et essa e st e e te e beesteesseensesseesreesseenseansenns 53
g S T I © T o =T g oo 110 4 =4 o | o ST SS PP 54
A.1.1.7  OFUEIN DELAIIS ..ottt s b et s b e b bt s bt e bt s b et e bt s b e s e e bt s b et et e b e st et e b e neee 56
4.1.2  USING SPAreS OF OWN STOCK ..oouiieiiieiie ettt et st et sae st e e e e sesresbessesseeneensenes 58
4.1.3 Ordering High availability parts (4h Service PACKS).......cccveiireiiinireeseeese e 59
G 70 R @ o 1T ] o Yo USSR 59
4.1.3.2  PAITS REUEUIM L.ttt ettt ettt b ekt e bt e e e s bt e s bt e s b e e bt embeeateeaeeeheeebe et e e beeabesabesabesaeesaeenbeenbeenteans 59
4.1.4 Belated additioNal OFAEIING ....ecie et ae e s re e s te et e s raessaeste e teesbeesseesseensesseesseesseenseensenns 59
415 BUIK Orders in WECM WEB ..ottt sttt sttt sttt s b et sb e st e be et e be st et bt et b e s ene 60
O T O Y = =Y 1 o = U PS 60
A.1.5.2  SPAIES SEIVICES.c.iiuiiiiieieiteeett ettt sttt sttt st s e a et st e bt b e st e bt s b e s e e bt e b e st e bt s b e st e st e b e b ebe e b e st e bt e be e e bt sb et e bt sbe st et ebe st eneene 62
A.1.5.3  BUIK OFAEIS ..ttt b s bbbt s h et e be b e s b e st s b et e bt s b et e bt e b e e e bt s b et et eb et et et e e eneene 62
4.2 REPAIT PrOCESS eiiiicreeriirsettricsnessissressesssnessssssessssssnessesssssssssnssssssanessessasessssansesassasesssssanessssanssssssanessassanessssnsesane 64
o R =T o T UL =3 = o (=Y o USSR 64
4.2.2  REPAIN SUCCESSTUL...oiiiiiieiceceee st s e s e s e e s e e be et e s st e e saesba e teesbeestesssesrsesaeeseeenseenseensenns 65
4.2.3 Repair failed - claim DOUDIE FIAtrAte .......ccooiiiiie ettt s st 67
4.3 Cancellation Of WOIK OFAEr ittt ses s ses e sas s s s s s s s s s s s s s sa s s e s s e s s sa s s s s s s s snas 69
4.4 RETUIMNING SPAre PaArTS ccccciicrceeererirrerisreeisseeiestssssnssssssssssessssessssssssssesssssssssessssssssassssssssssssssssssssassssassssasssssnsssssssssanes 70
A4 1 RELUIN OFAEN GQUVISE .oiiiiiiiieieitsieete ettt sttt sttt e b e st s be st et s b et e st s be st e bt s be st e st s ke e e bt s be e e st sbe e et ebenteneee 70
I o 1= Q@ o [T £SO OO OO OO OSSPSR 70
4.4.1.2 Orders With more than ONE PAT ...ttt ettt st be s sbe et eenee 70
A. 4.2 PRYSICAI PAIT FELUIM ..ottt sttt e at et e b e be s e e e bt s bt eb e e st ent e besbesbesaesbeeaeentenbeseebesbeebeeneensanes 73
4.4.2.1  Return Code rEGISTIALION .....cciiiiiieie ettt b ettt ettt e st e st e saeeb e et e e e nbeseesbesbeebe et ensenes 76
4.4.3 Return orders in case of alternative material taken from own StOCK ........ccovevevirineinienenneneceeee 77
4.4.4 Return orders for oUt-Of-Warranty SYSTEMS .....ccvvvi ittt st se e enes 78
4.45 Return orders for work orders after 90 AYS .....occvviverieieieee e e nes 78
4.4.6 Claim Reference 0n Part REIUIN FOTM. ..ottt sttt sttt sttt 78
4.4.7  Fill return mask in WCM WEB ...ttt st b e st e a et be bbb bt et e e nes 80
4.5  Keep Material flag .. s a s e b e s 81
451 CuStOMEr KEEPS MALEITAL......iiuiiiiiiiee ettt ettt et ettt e s et bt e st et et e se e besbesbeeneeneenes 81

N @ 11V ¢ I o Tod [ 1= L= A= U =T o) TSR 82



Service Operations | Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 4 /112

4.6 Good part return and complaints (DOA, WPIB and WDEI) ..cccueiceerereercrerinnesnneissneissseseseesssnsssnesssnessssssesans 83
T R B 1= Y= o [ T = T V2= L (510 ) S 84
4.6.2 Workaround for DOA after repair fiNIShEd ........c.cce i 86
4.6.3  Wrong Part iN DOX (WPIB): ..ecioieieriire ittt st e st e et et e e e st e s testeetaesaessessesbestesaessaessassessessestessessaeseansenes 87
4.6.4  WIONG AelIVEIY (WD) ..ottt sttt b e st b et b s b s bbb e bt e b et e bt s be e e bt be e b ene 88
A.6.5 GO0 PAIT FELUIM: .ottt ettt ettt b e bbbt b e b s e e bt bt e bt e b et eae e b et ebe e b e b e bt e b e e ebe e b et e bt ebenae st ebeneenene 89
4.6.5.1 Good part return order for RET @nd N-PartS ......ccccccoereiiiniinenenenieeseseee ettt 89
4.6.5.2 How to return UnuSed PArtS — OVEIVIEW .....ccccvirieiiiirieienienieie ettt sttt sttt st be st sbe et be e e 90

4.7  Central WOrk Order MONITOIING ueeereerererererereeesnesssnessssesessesessesssssssssssssssessssssssassssssesssssssssesssnssssasssssssssnesenasssanes 90

5.  CLAIMING AND INVOICING wistssssesssssssssesssssssssasssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssasssssssssssses 92

LN A O F- 17 0 1T o <Y Z= 11 o = L1 ] o 92
B.LLL ClAIMING ettt ettt ettt h s bbb e bt b e b e bbb e st e bt b e st e bt ke n e e bt e b et e bt e b e e e bt e b et e bt b et e bt e bt neeee 92
S0 2 O - 1 o T =1 o ] PO 94
LT IR T Y /- 110 =1 [0 g TN ] 0 o === PR 95
5.1.4 Rejected OF reViSEA WOIK OFUEN ...ttt e s e e st e b e et e st e e re e saesteenteenteensesanennes 96
LT T YV @ I 1] ] VAo ] 1= q o o 1 A 11 =TSR 98

5.2 INVOICING tiirrtteriirrneriissresiesseeesssssnessssssnesssssnnesssssnssssssanesssssnsssssssnesssssasesssssnsesssssnsssassnnesssssnsessssansesassanesssssnsessssanassasnn 100
B.2.1  OVEBIVIBW ettt sttt e et e e sttt st e e et e st et es e st e et e sae et e eseensensesa e beseeeseeneensense st e sesaeebeeneensensesesessessesneenaensans 100
2 |V = 1 g o Yo TSRO 100
LT T B o To] U1 £ =T o] £ RPN 101
5.2.4 Commercial Invoice (standard/normal iNVOICE PrOCESS) c..ceviieiriirieiiriiieereeie ettt 103

6. FORWARD WORK ORDER..icsmsssmssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssasssssssssasses 104

T ANNEX . icerrsrssssesssssssssssesmsssssssesmsssssssssssssssssssssesmssssssesmssssssmssssssnssassssssmssssssnssnsssnssmssasssassassrnssasssnrnssaes 108

7.1 EITON MBS SAQE tiietrruereetiiiiissssuntttiiiisisssssseesisissssssssssessssssssssssssesssssssssssssssssssssssssssssssssssssssssnssesssssssssssnssssssssssssssnnnens 108

A S T VAo ST 0= 1| S = 1 U 108
7.2.1  Service Call Status “A4. LeVEI” ... ettt ettt a e bbbt et nee 108
7.2.2  Status in SPECITIC WOIK OFAEE ..ottt e e s ra e s ae e st e e te et e eabesabesaseseensens 109
7.2.3  Status Of Ordered SPArE PAtS ....ociciiciceeeee ettt e e e e e et eetesaaesraesaeesseenseessesasesssessseseensens 111

7.3 DEtalil VIEW MESSAQES .eeerrererrerreresesissessssesssssessssesssssssssssssssssssssssssssssssssssssssssssssssssssssssasssssssssssssssassssassssssssssassssans 111

7.4  Abbreviations Of SPAre Part At ....ccccceiereieririnenisnniseeieseissessstssssssssssesssssssssssssssssssssssssssssassssassssssassssssssanss 112



Service Operations |Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 5/112

Introduction
WCM combines the functionality of call assignment, spares ordering and warranty claiming.

This User Manual will guide you through all main components of the Web Tool. For better orientation,
this manual is built up in similar order as the Status-Points in WCM-Interface are.

FUTTTSU THE POSSIBILITIES ARE INFINITE

Horme | Support | Logout

B WEL Service Calls (Assigned) _
i~ Fieid Service workorcer sSP-Ret | | Serialo: RT » Mew spfvice cal

i+ Technical question

& G Workorder 5| SerialMo. 7| Customer 3 2| status ; | cCall Number 5
Fujitzu Siemens : HRecquested (0]
i~ Transiation Tool sssonzzatian | vinoooor A SR 0308 2008; 0 #ssignedFCO .
b Expiott Fujitsu Siemens .
- 885002281161 | YHunOos00s Al SRS 18.08.20098 0 AssignedF O + Assigned (14)
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& Computers GmbH v In Progress (55)
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Eports i v Awaiting Immediste Aotion (O
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=x Settings Computers GmbH v Repair successful (18]
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Computers GmbH Claim Workorder (65)
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S85002281196 | vEBCDIO00T . (A SR 25.08.2008 0 AssignedF O + Validation center (41)
ggsn02eE a0t | vEzkoiaons | FOisu Siemens 2608 2009; 43 SssignedFCO » WG Revised Claims (1)
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S9s00228212 | wHazKooioos | sy Siemens 26082003 48 AssignedFCO
Computers GmbH

1.1 Basic information

1.1.1 Uniqgue work order number

It is essential to use the unique work order number WCM creates while opening a call, in every single
process step. Therewith FUJITSU can provide an overview about the latest status of labour and material
of the warranty Call and is able to display the link of related processes between WCM and the Spare
Parts Portal.

A novelty in FUJITSU spares Call handling is the work order number for self assigned Calls. In the past,
only Helpdesk Calls were automatically supplied with work order numbers, now this principle is
enhanced on every Call.

The nomenclature is: 12 digits work order number, issued by WCM, with a leading 99...

The work order number is mandatory from the very beqginning of the Call process.

1.1.2 Encrypted Failure Description (Error Code System)

Please use the Error Code System carefully. WCM will preselect the appropriate spare parts by means
of the error code. As well the FUJITSU Validation Centre will compare the spare part used with the
coding.

Using our Error Code System has the advantage of being understood internationally in exactly the same
way and furthermore it provides the opportunity of pre-diagnostics. This will be perceivable to your
benefit in a significant decrease of DOAs especially for sporadic failures and in an enhancement for the
automated spares proposals module of WCM.

In the long run, it will also help repairers of components to make precise diagnostics on chip level,
instead of stating No Defect Found diagnosis.

The ECS code is mandatory in the Call opening file and again in the status update after the repair is
done and Call is claimed.



Service Operations | Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 6 /112

1.1.3 System-serial number

As usual the serial number is the major means to verify the warranty. As in the improved WCM process
the warranty check is placed at the very beginning with a Serial number, you will be entrusted with a
warranty work order. If no Serial number is available on the FUJITSU System, e.g. the number is
illegible, only the FUJITSU Helpdesk can open a Call. Not contacting the Helpdesk in those cases
means the repairing is done at your own risk.

The System serial number is mandatory for warranty check at the very beginning of Call process in
WCM.

1.1.4 Service Type

The service type under warranty is registered in “ADLER Installed Base” data base. If the warranty is
expired but goodwill shall be granted, then this can also handled by work order offered from the
FUJITSU Helpdesk only. In goodwill cases also work order numbers are created. work order number is
always linked with a service type.

However, if the service type covered by FUJITSU warranty registered in ADLER is wrong, you can set a
flag (wrong ADLER data flag) and proceed to repair.

In parallel you shall provide the warranty proof from the customer together with the work order number
to FUJITSU Service Partner Management to have the Adler Data Base updated for later approval of the
FUJITSU Validation Center. The WCM warranty commitment is stated to be preliminary and will be
finalized by means of provided documentation by the FUJITSU Validation Centre after the repair is
done.

Service Type is reqgistered in ADLER data base and must be in warranty for self-assigned Calls.
Otherwise the Helpdesk needs to be called.

1.1.5 ADEX-Order

If you order only one spare part per Call, the order will automatically be a so called “ADEX order”
(“Advanced Exchange Order”). In this case, an order and a return order will be created at the same time
(= only one action step for you).

This differs from the “normal” order process, when you order a spare part and later on you create a
return order. Thus there are two action steps to do here.

Another benefit of ADEX order: You will not receive an invoice or credit note, if you send back the
defective part within 30 days. The only paperwork received is an “invoice” with amount of Zero. This
allocation document is for information purposes and will not appear on your account. The amount of
paperwork will be reduced and the need to manually match credits and invoices will not be necessary.
Furthermore your account is smaller.

If you do not send the defective part back within 30 days, a normal invoice will be created after that time.
If the faulty part is returned after the 30 days period, a normal credit note will be issued. For the valid
terms and conditions please refer to the Service Logistics Manual.

If no return takes place after 60 days since delivery date, the return order will be cancelled. The Return
Code CAN9O will be transferred to WCM. Therewith the Call will be forwarded to agree on the Service
flat rate in the Validation Centre.

Afterwards return orders can only, for special cases, be winded up by Spares Return Clearing
department.

1.1.6 Ship only order

If you order more than one spare part per Call, the order is automatically a ship only order. Invoice will
be created at the same day of delivery date.

For each material (N* and R*-parts) return order has be advised within 30 days after the call date,
including order number, ordered material and returned material number.
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After 60 days without physical return of R* parts, the return order will be cancelled. Return Code CAN90
will be transferred to WCM. Therewith the Call will be forwarded to the Service flat rate in Validation
Centre. Afterwards returns can only, for special cases, be winded up by Return Clearing department.

1.1.7 Ship only order in the Spare Parts Portal

Orders related to a work order should have always been created in WCM.
If, by any reason, you want to create an order in the Spare Parts Portal instead of WCM there are some
particular handling instructions:

Basically: Warranty orders should always be entered in WCM.

In the Spare Parts Portal you can choose between ADEX or ship only orders.

Ship only order:

Ship only orders are not restricted on warranty orders only. Thus the mask does not contain serial

number fields. As warranty orders request Serial number and work order, please do not enter a work
order number in field “additional reference” for ship only orders. This will cause an error message.

If the work order number shall appear on the delivery documents as internal order reference, please
enter the work order number into the field “Your reference”.

ADEX orders:
For ADEX orders (return with replacement) serial number as well as work order number is necessary.

If you order spare part by means of the Spare Parts Portal instead of WCM, it is recommended to
“order” the parts in WCM as well. However to avoid a second delivery, the parts shall be registered as
taken from “own stock” in WCM. WCM will perform some logical checks to state the part fits to the asset.
Thus acceptance problems during the part return process of the warranty call can be prevented.
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1.1.8 Selecting Spare Parts with ‘Translation Tool’ (virtual Fit-to-Asset Check)

WCM WEB offers a “Translation Tool” (TT) where a partner can check if a spare part is valid for an
asset without opening a new work order.
Access to the TT is available from the left navigation menu before Login (see screenshot below)

FUﬁ‘I’SU THE POSSIBILITIES ARE INFINITE

- .
X WCh LOQ'H
i~ Login
L ECS Service - PartnerlD: | |
i Translation Tool Password: | |
Related O load Login
Fgrqg‘t WOy pagswnrd?
+ gntry info:
Englizh

Or if already logged on to WCM WEB :

fes) Sascha St
FUI[TSUTIE POSSIBILITIES ARE INFINITE MicroCaT
Home | Support | Logout

¥ W Service Calls (Assigned)

i Field Service Wiorkorder [ SP-Ref: l:l Serial Mo.: :l RT: l:l
i Technical guestion

b Bl Workorder 7| SerialNo. 2| Customer 3

, ] ¢ Fuiitsu Siemens L

7 Translation Tool 995002251140 YHJMOO3007 . Camputers GmiH 03.08.20095 0 ASSIgnedFCOE
Expnrt [alntulnialial=C10 0= RIF N ) (plg b=l C=} Fu]rtsu Slemens 40 No ﬂnnné [a] nnﬂiﬂnﬂr\l:l’-‘né

There are two options for searching within the Translation Tool

‘Spare Part List’ search by system serial no.

The result is a list of spare parts which can be replaced in the system, or if an Error Code has been
submitted, which of the spare parts match.

¥ Weu Translation Tool Search L] Adier

i Field Service
i Technical guestion ooy |Sparepar‘c List [il

Er=in WK Account § SupportiC: || |

i Tranzlation Tool Serial Mo | |

L. Export haterial number: |

= WWCH Mewes Delivery Date: | D format: DD MR Y

|
|
= DIFS for W Date of first use: |
|

| [ format DOMM Y
** Spares Etror Code (edit): |
5 (R TranzskationT ool WICH Translation Tool w
= Settings "
Language English L SEARCHIE
»r Customer
= Help

poreg |

The ‘Material Check’ search activates a Fit to Asset Check of a particular material number and helps
Service Partners to select matching parts from own spares stock.
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Ty e rrsnes e e I

Home | Support | Logout

¥ wew Translation Tool Search
i Field Service Enter the Serial No.
Action: Material Check -

i~ Technical question

i Ersin WCH Account / SupportiD: |

i~ Translation Tool Serial No.: |

L Export Material number: |$$C11111| |

¥ WCM News Delivery Date: | | D format: DD MM YY"

#+ DIFS for WCM Date of first uze: | | D format: DD.MM Yy

+ Spares Error Code (edit): | |

=+ Reports TranslationTool: WCM Translation Tool -

¥ Settings Enalis .

v Customer Language English - SE;—-\RCH
=+ Help

RE U L |
Additionally, in case of mismatch between delivery date of ADLER and customer purchase documents,
the Service Partner may enter the delivery date as proven by customer’s delivery note and verify spare
parts warranty accordingly. For parts out of warranty, or for parts with limited warranty time, where no

updated delivery date has been set the error warning <Material is out of limited warranty> is displayed.

1.1.9 Part Return in Spare Parts Portal

To grant the material credit for warranty Calls the work order number is mandatory!
The corresponding order data has to be entered consistently. I.e.: work order number, serial number
and order number of corresponding material have to be conforming to data in WCM.

1.1.10 Bulk orders in the Spare Parts Portal

Bulk orders are only possible in the Spare Parts Portal. Delivery lead times can be found in the Service
Logistics Manual:
http://partners.ts.fujitsu.com/com/service/general/service-spares/manual/Pages/default.aspx

Invoice will be created on delivery date.

Notice: If you “jump” from WCM WEB directly into Spare Parts Portal, via crosslink, orders will have
delivery priority BULK automatically.

If Bulk material will be used for warranty calls, then return order has to be advised in WCM WEB or
Spare Parts Portal with declaration of order number, ordered material number and returned material
number. After 60 days without return of R* parts, the return order will be cancelled. Therewith the Call
will be forwarded to the Validation Centre to reimburse the service flat rate.

See 4.1.5 for details.

1.1.11 Orders for 4h Service Packs

To order for 4h Service packs you have to choose in Spare Parts Portal the Product:
High availability service (HV) for FUJITSU and Multivendor spare patrt.

1.1.12 Data Consistencies of Related Systems

In order to ensure consistency of data available in the Spare Parts Portal and WCM WEB data are
provided from MIRO and WCM as input to a FUJITSU internal Data Comparison Tool. Focus of analysis
is set on work orders and related material return orders. If despite these monitoring data differences are
detected please inform WCM-support.

1.2 Frequently asked questions
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If you have questions, during you work with WCM, please use the FAQ-Function. The FAQ Function is
available via the Button “Support” or the section “Help” in the main menu.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

5 Yl Newsboard B

e Mlesneshoard

=+ DIFS for WiCh [] DIFS Decoder

= Spares

o s
= Seftings

rr Customer

** Help

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logoot

- Frequently Asked Questions
= WICH Mewes
= CIFS far Whichi Weywords: | | | |
¥ Spares Category: | Al . Language: , SEARCH
= Reports
v Settinos
RS UL T

¥ Customer

Help

S

i Freguently Aszked Questions

L hanuals

Enter the keyword you look for answers and press “search”.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Suppart | Logouot

5 WM Frequently Asked Questions

= UWCH Mevys

= DIFS for WWom Keywarels: |repair SCOpE |

w Spares Categary: | Al Language: |English [se] SE4RCHIE
= Repors

= Settings

RE5 1L T |
= Customer

Help |

L Frequertly Asked duestions| | What does it mean "5P Repair Scope does not contain asset™?

Yo have no permission to repair the mentioned as=et. Therefore you receive this error messzage and are not able to
creste & workorder. Inorder to help your customer a3 guickly as possible, plesse contact your local Helpdesk to get a
WO opened and assigned to & Service Partner who has got the repair scope for the asset inguestion, If you wish the
seftings to be changed, please contact your Country Manager. Your Country Manager can updste your repair scope
azsignments, if this is needed.

Did this entry help You?

es
Mo, | weant to cantact WOM-Support .

<

Lo hanuals




Service Operations |Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 11/112

If the answer was not sufficient, try another keyword or contact the WCM-Support by pressing the line
“No, | want to contact WCM-Support”.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Haome | Support | Logouot

v VM Contact WCM-Support
i YVCM News

¥ DIFS for WiCh Email Address |Test@user.com

= Spares

Subject |repair SCope
= Repors -
- Emnail Text Dear WCh Team,
= Settings according to the local FTE Service Manager the repair scope wwas adjusted already . However | =il
s+ Customer have problems to open & call for Amilo Motebook. Detailz pls find sttached.
% Help Best regards
i Freguently Asked Guestions
z Test U=ser
b Manualz
attachement | [ Durchsuchen.. | | Upload
Hame |
Company
Phone |
Fax |
| Quit | | Preview | | Send |

WCM-Support will answer on the e-mail account you entered in the first line. Default is taken from the
data registered in the WCM WEB settings of the SP.
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Registration/ Settings

Each WCM session begins with login. You will need to have your user ID and your password available
when starting WCM WEB.

Account and password do not change for current WST users.

New users will receive their access data from the local FUJITSU Service Parther Management.

FUﬁTSU THE POSSIBILITIES ARE IMFINITE

- .
% WCh Log| n
i Login
L. ECE Service - PartnerlD: | |
L. Tranzlation Toaol Password: | |
Related Downloads Login
F|:|r|:;||:|t oLy pagswgrd?
+ entry info
Enlizh

As WCM WESB is linked with the Spare Parts Portal to have the possibility to order spare parts directly in
WCM WEB, you should enter your Spare Parts Portal login data to ease order tracking purposes.
For these entries select section ,Settings®, here you can find all personal settings.

FUTT‘I’SU THE FOSSIBILITIES ARE IMFINITE

Home | Support | Logout

s CM Service Calls (Assigned)
* WNCM Mewes Warkarder § SP-Ref: |:| Seial Mo |

= DIFS for Wik

Y A £ £ -
v Spares Workorder | Serial Ho. ~| Customer Date

! Fujitzu Siemens
= Repaorts 95002251161 S HJRO0300 Computers GmiH 15.05.20C

! Fujitsu Siemens
| Computers GmkH
¢ Fujitsu Siemens
¢ Computers GmbH

995002251168 Dol s 28,001 00 2105200

95002251170 HHJMOOE021 21.058.20C

1.1 Edit account settings

To enter your Spare Parts Portal identification, you have to use button <Edit account settings>:
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FUT'JTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Legout

% Y User settings
e | User nformation |l
- Information
w2 DIFS for WoM Support I 200415 » Edlt tield service desplry
¥ Spares WCMACcoUnt: 0001 025857 » Eoit nellems chapluy
- nm compans _
¥ Settngs Salation: W

L User settings First Mamme:
Pm— RN TATIRE

At first you see settings for WCM.
Use <Next> to continue.

In the next window you have to enter your Spare Parts Portal-ID and your password:

© [ |
FUIITSU THE POSSIBILITIES ARE INFINITE

Wehsphere Password

WebSpherelD: DEDE2701

Password: | |

Repeat password: | |

Other Users

Surname First Hame Support ID WebSpherelD
Quit Back Hext Finish

With <Finish> you will save new settings and return to the first window.
With <Back> you can correct your settings.

The connection is active from now on.
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1.2 Edit field service display

To change the view of the field service you can do the set up in settings as well with using button <edit
field service display>

FUﬁTSU THE POGSIBILITIES ARE IMFINITE | edit field service dlspla‘f

Edit field service display

}|

1. Column | Workorder '
2. Calumn |Serial P,
3. Calumn | Company f Customer
4. Column |DETE
5. Column |RT
&. Column |S‘tatus
7. Column | Call Mumber

Plo allocation

WAarkorder

Preview: Serial Mo,

Procuct
Workord Company § Customer
9350000000 Cystomer  Company
Status
ECE
Date
RT
SPET
Custamer =T
Towen
Courntry

FY

Company | Customer Status Call Humber -
{ Testfirma 1 £ 01.01.2006 45 | Requested { hylnernalhly

1.3 Edit line items display

To change view of line item list, you can do the set up with button <edit line items display>
New: Return type, RET.No (Return number) and Keep material.
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| edit lineitems display

FUﬁTSU THE POSSIBILITIES ARE IMNFINITE

Darstellung Ersatzteilliste andern
1. Caolumn | Material number

2. Calumn |TDTEI| M
3. Coalumn |9tatus M
4. Column |Order Mo M
5. Column |RET-ND M
6. Calumn |RET kl
7. Column |ReturnCu:ude M
3. Column | Keephiaterial
Mo allocation
haterial number
_ Article Code
Preview: L
Tvpe

Lineltems price

Material Py
Material mRET Status Order Ho RET-Ho RET ReturnCode KeepMaterial
2101711 |LSF Proposed (ErrorFitFautt) S00051 6530 51315581805

Orclertowy
Status
Order Mo
RET-Mo
Keephaterial
ReturnType
ReturnCode

1.4 Supervisor

New: WCM WEB provides the Supervisor function.
This function can only be seen of an employee who was set up with the supervisor role.

You have to single out a special employee. Inform the Service Partner Management about that person.
They will add the role Supervisor to this customer Id.

Supervisor function has the right to enable the set up of different roles for employees and technician
accounts.

This will improve data security and manageability.

Please attend that sub items “order spares”, “return order” and “To claim” can’t have more rights that in
item “Rework work order”.
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FUI‘TSU THE POGEIBILITIES ARE IMFINITE | supervisor

edit employee
200416 Sascha Sporel Minchen
view workorder: owh location .

create Workorder: | own location

rework Workorder: | own location
- order spares: | own location
- propose Spares: | own location
- Return order: | own location

- ToClaim: awn location .
Validation Center:

201247 Daniel Stinner Mannheim

view workorder: owhn location [
create Workorder: no right
ust own calls

rework Workorder:

all locations

- order spares:

]
- propose spares: | owh location
- Return order: | own location
- ToClaim: | own location FI
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2. Call entries

There exist two possibilities of creating a new Service Call/ work order:

1) A customer calls the Helpdesk and the Helpdesk assigns this Call to a Service Partner who is settled
nearby the customer. In this case you have the choice to decide whether to accept this work order or to
reject it.

2) You create a new work order yourself in WCM WEB after receiving a Call from your customers.

2.1 Call entry from Helpdesk

New Calls which are assigned directly from the Helpdesk can be found in status “Assigned”. If you click
on this status you can see all assigned Service Calls.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

HOWNCH

Service Calls (Assigned)
‘Workorder f SP-Ref: l:l

Serial No. >

i Field Service

v Mew zervice call

Serial Mo

i Technical question

[ status

Customer 5

Workorder 5

i Ersin |
i Fujitzu Siemens

. . - v Reguested (0)

L. Translation Tool 995002281161 YHINOOZ008  Computers GmkH 18.08.2009E 0 JL\SSIQnedFCOE s Rejocted (5)

i.. Export | Fujitsu Siemens i

T 995002251169 DA 4001001 . Computers GmiH 21 .08.20095 0 ASSIgnedFCOE v Azsigned (121
| Fujitsu Siemens ; > Open (18)

2+ DIFS for WiCh 885002251170 | YWJNDO30Z1  21.08.2008; 0 ; AssignedFC0.

i Computers GmbH b I Pronress (5771

Clicking on the listed work order opens the “work order Detail” view.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

Problem Description
Test Bestellungen

Fco Description
"FCO TEST ZRA."

% e Workorder Detail
b Field Service v Accept workorder
i~ Technical guestion Call Date | Workorder | Partner call number | Current Status » Reject vorkarder
e [Eril 1808 2009 | 995002281161 | AssignedFCO » Mewwy Comment
g . Customer | Hame ! Product | ECS v Edit Reference Mumber
i Translation Tool FLitey Si Comat : : : )
Ty — oy NS SAMRLEEE L aneiziora, Georg | YKINOO3008 | soxa » Print workorder
m v Refresh page
WM Meves Response Time i repair time i Date of Carriage i DIFS-Code
0 | H :
»x DIFS for WWiChi H H H _
w s Service Type 5P | Service Type Customer L[] Detail Views
[k onSite ¢ Onsite » Cal
+ Reports v Weszages
= Settings CURREHT ViEwv: C.A1LL S | * Cstomer
»r Customer v Procuct
»r Help ECS v Spares order
Conditi i Sy i
. ptom . Action v Wiorkarder Histary
& - During =tart up i3 - General 4 - HW-Repair with Spare .
W Cther v System History
| ¥ - Cther v Invoice

‘Warkorder § Serial Mo,

[] Search for Workorder / Serial

[] adier

Enter the Serial No.

Line kems

Material
Material number Total
34012719 1

Status Order Ho RET-Ho RET ReturnCode KeepMaterial

Propozed - O - ]




Service Operations |Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool

2.1.1 Reject Service Call

If you are not able to work on the service call, you can reject it.

In this case select “Reject” from the Actions list.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Page 18/ 112

Home | Support | Logout

i Current Status
{ AssignedF o0
| ECS

| 5GHK4

| DIFS-Code

7 ek Workorder Detalil

i Field Service

i Technical question Call Date | Workorder i Partner call number

4 Byl 18.08.2009 | 995002281161

i Translation Toal El..l:‘tog.ler Comat Hame Product

- oy enS SRS yeandziora, Georg | YKJNO03008

T WCH Mews Response Time repair time: Date of Carriage

* DIFS for WM u 0 :

e Service Type SP i Service Type Customer
(IS orsite ! Onsite

»= Reports -

v Accept workorder

v Reject workorder

v M Commert

v Edit Reference Mumber
v Print weorkorder
v Refresh page

[] Detail Views
v Call
r Mezsages

After clicking ‘reject’ Service Partners are requested to enter the reason for rejecting this work order.

2.1.2 Accept Service Call

Service Partners who intend to process an assigned work order need to confirm this by clicking on

‘Accept’.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Horme | Support | Logout

v Aocept warkorder

Next window:

FUﬁ"I”SU THE POSEIBILITIES ARE INFINITE

- .
¥ wew Workorder Detail
i Field Service
echnical question Call Date Workorder Partner call number
r=in 1505 2009 | 995002251161
i Translation Tool ::Cl..l:tm;ler P— Hame Product
: ujitsu Siemens Computers )
i Export GmbH Kandziora, Georg RMO0S 006
B N Mewes Response Time | repair time | Date of Carriage
¥ DIFS for WM ? 2! :
g Service Type SP i Service Type Customer
pares onsite  Onsite

! Current Status v Reject workorder
| AssignedFCO ¥ Mewy Commert
ECS v Edit Reference Mumber
J—— v Prirt workor der
v Refresh page
: DIF5-Code

[] Detail Views

r Call

| accept workorder

Accept call

Accept call?

order sparesy

accapt FOO?

FCO-Dezcription:
"FOO TEST ZRAN

Partner call nusnber:

®ves Ono

| 20 characters avalshle

@"‘f‘cs DND
@ ves Ono

[Eq awit

[‘l Back

I et

[ Finish



Service Operations |Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 19/ 112

Click on <Next> to proceed.

The next step starts the process of ordering the needed spare part(s). This is described in chapter
4.1.1.0rdering of spare parts.

2.2 Self-assigned Call

Service calls which Service Partners have directly received from the customers, have to be entered
directly by clicking on ‘New Service Call’.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

nem Service Calls (Assigned) ) Actions
i~ Field Service Wiorkorder f SP-Fef: Serial Mo.: [ | RT:[ | |

i~ Technical guestion
4. e Workorder 7| SerialNo. S| Customer 5 Call Number 5

i Translation Tol 905002261161  YKJHOOI008 E‘;‘?ﬂi‘:::;“gﬁm | 18.08.2009 0 AssignedFCO. » Reduested (0)
: — v Rejected (5]
i Export ¢ Fujitzu Siemens ;

995002281163 Dl 4001 004 e ——— 21 .08.20095 o AzzignedF CO v Assigned (12)

== WWICH Mewes

In the next step enter the serial number of the customer’s system.
(If serial number is not known in ADLER, it will not be possible to open a new service call. In these
cases, please call the local FUJITSU Helpdesk.)

new workorder

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Serial Mo |

CallCrate: 01 .09.2004 D hiour: | 16 [INUEE; | 43 | &

Quuit Back E Finish

Click on <Next> to proceed; system and warranty information as stored in ADLER will be displayed.
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| new workorder

FUﬁTSU THE POSSIBILITIES ARE INFINITE

D EOZER05

product information . .

)

Serial Ho.: YRDS035205 Warranty code: FZP.GE3Z00Z005880:5
Product: { ESP EZS10 020 EF300/2:E/0D .

SLIPERMULTI warranty owner: GER
Article Code: YRy ESS10PPAGT GB warranty group: BDS
Delivery Date: 02.12.2008 warranty description: 3 years On-Site Service, Sx8,

i walid inE Afri o Mlichcll
Activation Date: 04.01.2009 E:;t in Europe, &frice and Middle

@ customer has paid for Service to be provided at Fujitsu Technology Solutions

Additional-Text: - @

Bxpense

0On Site: 04012012 On Site: On Site: 04.01.2012 On Site:
From 04012012  Collect and Return: From 04.01.2012  Collect and Return:
customer: customer:

To customer: 04012012 Desk-To-Desk: |:| To customer: 04.01.2012 Desk-To-Desk: |:|
Work: 04012012  Door To Door: |:| Work: 04012012  Door To Door: |:|
Material: 04.01.2012  Return To Base: |:| Material: 04.01.2012  Return To Base: |:|
Response . B 7 Response . B 7
Time: u} Bringln: Time: 0 Bringln:
repair time: u} Material: repair time: 0 Material:

]
]

Service Type: |0n8'rte Service Type: |OnSite

1. “Product information”: ADLER product information
2. “Customer has paid for”: Customer warranty data
3. “Service to be provided at FUJITSU Expense”: FUJITSU reimbursement data

Select a Service type ‘in the customer has paid for’ section!

Click on <Next> to proceed.

Now the qualification and repair scope of the Service Partner and the selected Service Type will be
checked against the customer system’s warranty details. If this check fails you will be notified about the
reason.

Serial number can also be blocked, if an open work order already exists or have been closed recently.
For these problems please contact the local FUJITSU Helpdesk.

2.2.1 Customer address

If the check is alright you have to enter the customer information next.
There are two possibilities:

1) Customer already exists
Search for the name, if address already exists:
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new workorder |

FUTIJTSU THE POSSIRILITIES LRE INFINITE

YHDSOIS205

Search customer

Customer I0:
Company:
Surname: @
First Hame:
Town:
Create new customer: []
I |
FUﬁTSU THE POSSIBILITIES ARE INFINITE new workorder
YHDSIEEZ05

Customer Details

Test SA

O south’s africa street 1 [ ew Contact
12345 Preforia
Testmaber Test

)  BgmUkich-Str. 100 I Contact | [EFew Contact

BE199 Augshurg
Fujtzyu Semens Computers GmibH

test Now2 .
w Contact
O Cadbecker Straile 7 M ew Contact |

40472 Dusseldort

B dlims s Cimammm s P e Phembald

Select the customer and confirm with button <Next>.

If the customer’s address changed, it is possible to correct the addresses of customers created by
partner.

2) Customer is new/ does not exist so far

Add a new address. Tick “Create new customer” check box and click <Next>.

In the next window you have to enter all necessary address details of the new customer and at least one
telephone number.

All fields marked red are mandatory and have to be filled in completely. They are also used for feedback
and reclamation purposes.

| new workorder

FUT?TSU THE POSSIBILITIES ARE IMFINITE

TRDE03E205

Search customer

Customer ID:

Company:

First Hame:

Surname: | |

Town:

Create new customer:
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Click on <Next> to proceed.

| new workorder

FUT?TSU THE POSSIBILITIES ARE INFINITE

TRDE0SE205

Fax business:

Maobile:

Email 2:

accessible under:

Company: | |
Surname: |Gadletz |
First Harne: |Christine |
Department: | |
Street: |Mies-van-der-RDhE-S‘trasse g |
Post Code, Town: |a0g07 | |Munchen |
Country: | Devutzchland
Phone Private: |nB952525252 |
Phone Business: |nB9E2526262] |
Fax private: | |
|
|
|
|
|

|
|
Email 1: |
|
|

A “Warning list” check is opened:

new workorder

FUT?TSU THE POSSIBILITIES ARE INFINITE

WD S03E205

Export Monitoring - Warning List

El=HANTHAKUMAR, ARUMACHAL AR Tehran Iran
mST.E.EIELLE ALIMG Culiacan, Sinaloa Mexico
mSTOPHER ALIMG Culiacan, Sinaloa Meica
DA Culiacan, Sinaloa Mexico
mSTlNA ALIMG Culiacan 0129 Mexica

Yes, the customer is registered in the warning list

Mo, the customer iz not registered in the warning list.

Check this list:

If your customer is not in the list then confirm “No, customer is not registered in the warning list”.
If your customer is in the list, please contact the FUJITSU Export Control: Mr. Helmut Schaperdot
mailto:helmut.schaperdot@ts.fujitsu.com/ Tel.: +49 (5251) 525-1920
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Processing of the Service Call is now blocked until further clarification with Export Control Department.
Then the Customer ID will be created:

| new workorder

FUﬁT‘SU THE POSSIBILITIES ARE INFINITE

D E03E205

new customer number

Customer: Gadletz, Christine
Customer ID: E 2302018372
R ———

3) Editing of contact name in existing customer address

Instead of setting up a new customer address it is possible now to edit a specific contact name.
This will help maintaining customers with bigger facilities and organisations.

Search customer

Customer ID: |

Company: |

|
|

Surname: |Gadletz @ I T,
|

FUT?T First Hame: | |

Town: |I‘-.-1L"4n|:hen
Create new customer: |:|
Miez-van-der-Rohe-Strasse 8 IE: dit Contact | Ef-cw Contact |

0807 Munchen
Fultsu Siemens Computers GmioH

Gadletz Christine =
D Frnacscte 8 Er“p‘” ormact

new workorder

FUiTTSU THE POSEIBILITIES ARE INFINITE

WRDE0ERI05

Location

Migs-van-der-Rohe-Strasse 4
0807

Is) Minchen
Deutscihland
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FUﬁTSU THE POSSIBILITIES ARE INFINITE | new worko

WHDE02E205

Salutation:
Company:
Surname:
First Hame:
Department:
Street: fies-van-der-Rohe-Strasse §

Post Code, Town: 0507 Minchen @
Country: Devt=chland \_/ M

Phone Private:

Phone Business:

Fax private:

Check the warning list.

If your customer is not in the list then confirm “No, customer is not registered in the warning list”.
If your customer is in the list, please contact FUJITSU Export Control, Mr. Helmut Schaperdot
mailto:helmut.schaperdot@ts.fujitsu.com/ Tel.: +49 (5251) 525-1920

After confirming with ‘No’ contact is created.

Click on <Next>

2.2.2 Error description

Enter the Error Code and the Problem Description; these are mandatory fields:

Error Code: Use button <EDIT> to enter the error code (see screen after text).

Problem Description: Please describe problem as exact as possible. Problem description can be max. of
350 characters length.

Entering data into field “service partner reference number” can be very useful for your own administration
process, but it is no mandatory field. The ,service partner reference number” will be printed on the
delivery note.
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new workorder

Information

Error Code

edit

Condition

TKDS03E205

ECS Plus (DIFS Code)

Praoblem Description:

service partner reference
number

350 characters avalable

mandatory
field

20 characters available

order spares

®ves Ono

‘€ Error Code System - Fujitsu Technology Solutions

BEX]

|E1 Print EC Guide

Condition Symptom Action
{0 - Fails from initial power on A - Battery / Accu 1-CPU 0- Mo Defect Found # Functional Check only
1 - Always [during processing) B - Board / Ram / internal 10 2 - Memory £ cache 1 - Explanation to customer
2 - Sporadic C - Communication / extemal [0 3 - Clock / timer 2 - Re-adjust cabling
3 - Under high Load D - Dizplay / Wideo 4-Fan 3 - Ship customer replaceable unit
4 - During mechanical adjustment/movenent E - Removable drives / changer A -PCMClA 4 - Hw/-Fepair with Spare
5 - During start up G - General B-154 5 - Hw/-Repair wo Spare
E - Diuribg ewitch off H - Hard disk C-FCl E - System exchanged
7 - During Standby made K - Input device [ -PCle 7 - Hw-Repair and infa to Partner
8 - During Configurationdnstallation M - Mon technical E-IDE A - Sw-Reload
9 - Environment - Vibration F - Pawer / Chassis F-SATA B - S%/-Update
A - Environment - Cold F - Disk array / RAID G- 5CS1 C - BIOS Afirmweare update
B - Environment - Hot 5 - Saftware / 05 J - Connector [ - Driver Update
C - Environment - ‘et T - Sound ¢ Audio L-AGP E - Wirus removed
D - Enviranment - Dusty Z - Security # - Other an zystem board F - Operating Spstem reinstallation
E - after HwW upgrade J - ConnectorAdumper re-fitting
F - after i /Driver/05 update b - Cuztomer Application support
G - Damaged / dropped M - Modification requested by manufacturer
* - Mot Applicable / unknown 0 - Mo function recognizable 0 - Defective Spare
1 - Errar meszage P - Cost estimate
[ - Driver problem [detail in cormments) [ - Return to custamer withaut Repair
M - Mechanical problem R - Modification requested by Servicepartner
W - Warning message [detail in comments) S - Forwarded external
# - Other T - Forwarded internal
¥ - other

Direct input of Error Code from technicians is possible when clicking on <edit>.
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new workorder

FUTTTSU THE POSSIBILITIES ARE INFINITE

YRDSOIRI05

Information

Condition

Error Code adit| 1-Ahways (during processing) B-Board § Ram [ irternal 10 A-HAMLRepair with Spare
1-Error message
1-CFL

ECS Plus (DIFS Code) Check

low CPU performance causes the system to freeze

Problem Description:

.339 characters available

service partner reference I .
number L 345 14 characters available
order spares @‘Hes OND

Quit £l Back O text [ Finisn

Click on button <Next> to continue with the spare part ordering process, please refer to chapter 4.1.

2.3 Field change order

With WCM it is possible to support recalls. The list of serial numbers affected can be loaded. WCM will
identify related systems during a call; suggest spare parts and grant additional flat rates if necessary.
The WCM FCO function will not replace the FUJITSU FCO process but support it. Thus for all systems
in a normal call, it is assured the necessary FCO is executed as well.

The exact procedure has to be agreed with Product Operation case by case. The screenshots attached
only can give an impression how it looks like in the system if a FCO is involved.
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FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

¥ Wei

i~ Field Service

Technical question
Ersin

i~ Translation Tool
i Export

*» WCM News

*» DIFS for WCM
»» Spares

** Reports

»» Settings

*» Customer

** Help

If a Field Change Order is assigned, the status

changes to “AssignedFCO”

» Accept workorder

CURRENT VIEW: CALL

Condition i Symptom
1 - Always (during precessing) E - Removapf drives / chf
i M- Mechahical problem

» Reject workorder

97212009 i 995002281237 i | AssignedFCO » New Comment
Customer i Name i Product ECS » Edit Reference Number

| YK25001945 | 1EM24 » Print workorder
Response Time | repair time i Date of Carriage i DIFS-Code » Refresh page
24 10 |
Service Type SP | Service Tvne C1
OnSite 24h performance i ons H H H 3

ki - Brief Field Change Order Information, e.g. with

reference to related FTS Service Bulletins
appear.

» Invoice

Problem Description
DVD not working

Fco Description
FCO: 2008-013 / RX100 S4 mainbeard VR-issue, FCO Cl

Specific Spare Part Proposals are added.

Line items
Material
Material number

84003514

34011474

Material number price

Additional FCO specific labour flat rates might be added.

|
[ fewsee ] @

However: This is modified by the Validation Center if:

1)FCO failure is identical with requested work order
2)the reauested service type already covered on site

FLATRATE

Material number price
WORK_FCO Proposed
WTY.TRAVEL_FCO Propos:

=

0.00 CZK

1 0.00 CZK
d 1 0.00 CZK

® 2009 Fujitsu Technolegy Selutions | Imprint | Privacy pelicy | Terms of use

FUﬁT‘SU THE POSSIBILITIES ARE IMFINITE

| accept workorder

Accept call?

order spares?

accept FCO7?
FZO-Description:

apply to shipment of CRU parts "

@‘r‘es 'DN:::

@"r‘es {:)Nc.
'@"r’es {:)N.;.

Partner call number: | | 20 characters available

The work order only can be accepted in total.

"FCOn A kevhoard metal plate has to be aw The field change order added by FTS has to esponding. This FCO does not
be accepted from the SP again.

The order can only be accepted in total.
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o)
FUI”’SU THE POSSIBILITIES KRR All spare part orders for the Work Order have
been confirmed again.

pt workorder

The Spare Part can be deselected from MIRO
Order. E.g. in case the spare part for the FCO
was supplied by Product Operation separately.
These spares wzi e suggested for the'Tan

Material nm:inber Description Warranty LSF RET ECS FTA quantity

34024372 O O O O 1

2.3.1 Different priority levels of FCO

There are different priority levels of FCOs. We distinguish into 2 different types of FCOs - FCO Type A
and FCO Type Al:

FCO Type A describes the critical FCOs which have to be executed and handled by the specific service
providers (SP) in any case, even if the suggested service type (ST) during the call entry at the Help Desk
was CRU initially. FCO Type Al describes the minor critical FCOs. Unlike the FCO Type A, the FCO
Type Al is ignored in case the service type is CRU.

In most countries the CRU process is enabled for the Help Desk only where the described logic above is
fully supported in Support Assistant. Only in some countries the Service Type CRU is enabled for WCM
WEB self assigned claims.

2.3.2 Different priority levels of FCO

For countries where the Service Type CRU is enabled for WCM WEB self assigned claims the following
section describes how this functionality is integrated into the WCM WEB claim handling workflow.
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2.3.2.1FCO is of type A and the service type is “CRU”

In case the FCO is of type A and the service type is “CRU”, the claim will be rejected with the following
reject reason: CRU rejected — FCO pending — contact Help Desk.

In case multiple FCOs are identified for one work order and the types of the FCOs are different and
there’s one of the type A and the service type of the claim is CRU, the Service Type CRU is rejected as

well.
c:’ |
FUJITSY " rossiattivies AR tarinire _
EEET

Home | Support | Logout

5Ll Workorder Detail L] Actions
i Field Service + New Comment
i Technical question Call Date i Workorder i Partner call number | Current Status » Print workarder
b Ty 16.09.2009 | 995002281259 | Rejected » Refresh page
; ) Customer i MName i Product | ECS
i Translation Tool N . : : :
e (B g‘nﬁ_f Siemens COMPUES o ziora, Georg | YKBW001302 | 2K314 [] Detail Views
> WCM News Response Time repair time Date of Carriage DIF 5-Code > Cal
0 ‘o H. + Messages
= DIFS for WCM : : :
Service Type SP i Service Type Customer \ + Customer
= Spares X : .
CRU (repairable) { CRU (repairable) \ v Product
= Reports » Spares order
# Sefings I The Field Change Order » Workorder History
# Customer 828 Error: requires a technician is + System History
CRU rejected - FCO pending - contact Help Desk 4— ; .
* Help involved. You can open a » Invoice
) new workorder, change the
CURRENT VIEVI: CALL SerVice type to on Site or [] Search for Workorder | Serial
_ bring in and retry or contact \Workorder / Serial No.
Condition i Symptom the Helpdesk

2 - Sporadic i K- Input device

| 3-Key stuck L] Adler
i 1-Keyboard Enter the Serial No.
T
Problem Description
Key T stuck

Material number Total Status Order No RET-Ho RET ReturnCode KeepMaterial
34003821 1 Proposed - O - O

After the call is opened with service type different from service type CRU, the workorder is
assigned and the field change order information is displayed.

g new workorder - Fujitsu Technolﬁ: Solutions IS - é@g

| -
FUﬁT&ﬁ THE POSSIBILITIES ARE INFINITE new workorder
YKEVDD1202 1

The following FCO have been found for YKEV001322:
& FCO: In case of instable system function, sporadic system freeze, overheating or similar symptoms please refer to Support Bulletin
5B-M-07052-1 prior to swap any parts. Please alzso check the soldering at the heat pipe.

There is a FCO of Type A! This will prevent the creation of a CRU workorder.
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As usual, subsequently the work order with the assigned FCO has to be accepted by the Service Partner

again.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Page 30/ 112

Home | Support | Logout
B LE Workorder Detail
i Field Service
- Technical question Call Date | Workorder Partner call number | Current Status
L. Ersin 16.09.2009 | GB5002281260 | AssignedFCO
i Translation Tool Eu.:torsn.er . t Name Product ECS
ujtsu Siemens Computers ) :
.. Export ambH Kandziora, Georg WREV001302 2K314
== WCM News Response Time repair time Date of Carriage DIFS-Code
*+ DIFS for WCM v 0 :
Service Type SP Service Type Customer
»r Spares ) i
Bringln Bringln
> Reporis
B S CURRENT VIEW: CALL
»* Customer
> Help

Condition
2 - Sporadic

i Symptom

§ K- Input device
3 - Key stuck

i 1- Keyboard

i Action
i 4 - HW-Repair with Spare

Problem Description
Key T stuck

The status is changed and the
FCO information is displayed.

Fco Description

FCO: In caze of instable gystem function, speradic system freeze, overheating or similar symptoms pleage refer to

Support Bulletin SB-M-07052-1 prior to swap any parts. Pleaze also check the soldering at the heat pipe.

v Accept workorder

+ Reject workerder

+ New Comment

+ Edit Reference Number
+ Print workorder

» Refresh page

v Call

+ Messages

+ Customer

+ Product

v Spares order

» Workorder History
+ System History

v Invoice

[ Detail Views

[] search for Workorder | Serial

Workorder / Serial No.

Enter the Serial No.

Line ltems
Material
Material number Total

34003821 1
Labour

Material number Status Total
WTY FLATRATE oK 1

Status
Proposed

0.00 EUR




Service Operations |Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 31/112

2.3.2.2 ECO is of type A1 and the service type is “CRU”

In case the FCO is of type A1 and the service type is “CRU”, the FCO will be ignored and the claim will
be handled like a normal work order without FCO.

However the FCO information is displayed after the work order request is sent. It disappears after the
material order identifies the part is a CRU patrt.

[ & new workorder - Fujitsu Technlolog.y SoTutil;ns - a Teasw - . E@g
| [~
o) new workorder
THE P .
FUJITSU Opening work order
request with serialnumber [

product informatern w

Serial No. WK2ZK019050 Warranty code: FSP.GL3BO0DONBS
Product: i LB 57110 SXGA+IC- warranty owner: AUS

T2300E/512MB/CD-RW_ :

| LKN:RUS-210100-001 warranty group: | nBs '

: warranty description: 3 years bring in service Global
¢ Limited

Article Code:
Delivery Date:

Activation Date:

Additional-Text: o ) |

customer has paid for Service to be provided at Fujitsu Technology Solutions
expense

m

On Site: - On Site: O On Site: - On Site: [

From From

customer: Collect and Return: O customer: Collect and Return: O

To customer: - Desk-To-Desk: O | Tocustomer: - Desk-To-Desk: O |

Work: 04.10.200% Door To Door: O | work: 04.10.20089 Door To Door: O |

Material: 04.10.200% Return To Base: |:| Material: 04.10.2009 Return To Base: |:|

Response . X v Response . . v

Time: o Bringln: Time: o Bringln:

repair time: o Material: repair time: o Material: :

- . N N r . - - - -
Service Type: | CRU (repairable) /& new workarder - Fujitsu Technology Solutions 4 WEsw > ” Elﬁl.
i s | new workorder

Qu't FU“‘I’SU THE POSSIBILITIES ARE IMFINITE
Ferti

2 YHZKO012050

The following FCO have been found for YK2K019050:
= FCO: A keyboard metal plate has to be added according to SB-M-02024 in order to avoid that the J key is not responding. This FCO
does not apply to shipment of CRU parts.
Material invelved:
1. 34024372 MET KB SUPPORT PLATE 57110

The FCO Material will be added automatically after workorder cre% - !is !CO will be ignered in case of CRLU.

The FCO is displayed for information only. It does not apply if the required service
can be fulfilled by sending the Customer Replaceable Unit to the customer without a
technician to be involved.

Qrex | @ Fimish|
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ﬁ new workorder - Fujitsu Techr::'log.y SorutT;s . .--_-' - - - LE'&Q

| new workorder

Fuf["rsu THE POSSIBILITIES ARE INFINITE

Y HZHD0 19050

1R
| Serial Ho. i YK2ZK018050 | i
Problem Description
Partner call number :
Error Code Condition Symptom Action
5 - During start up P - Power / Chassis 4 - HW-Repair with Spare
0 - Mo / parthy voltage
X - Other
Problem Description battery not loading -
customerwish CRU (repairable)
Service to be provided at
Fujitsu Technology Solutions CRU (repairable})
expense
Delivery address
Delivery Comment standard
Delivery address microCAT EDV Wertriebs und Software GmbH =
Craniel Stinner
Oberanger 40-42
20331 Mdnchen
Spare Parts
Material number Warranty CRU RET ECS FTA quantity
-BT- TTE LAH) : 5
82039520 }fl};l' 2ND BAS R UNIT (SCELL 3300MAH) / FUJ:CP26154 I:I I:I I:I 1 L]
I8
ot
Fertig ¥4 Vertrauenswirdige Sites | Geschidtzter Modus: Inaktiv

After the necessary spare parts are ordered, the status is changed to “Open”. No FCO is assigned.

FU[‘I‘SUIIE!IHIIHII’IH ARE TNFINITE |_

Home | Support | Logout

% ol Workorder Detail
i~ Figld Service + Repair started
i~ Technical question Call Date i Workorder i Pariner call number ¥ urrent Status » Update service fype
LEr 16.09.2009 £ 995002261268 Open » Order parts
i Translalion Toal CL{lstorrTer Hame Product : ECS » Change status
o e Fuisu Siemens COMRUIETS. | 1co1ziora, Georg © VK2KD19050 sROX + Appointmert arranged
po GmbH .
H H + Cancel Workorder
¥ WCN News Response Time repair time i Date of Carriage i DIFS-Code
0 ‘o : ; + New Comment
¥ DIFS for WCN il H .
N Service Type 5P Service Type Customer » Edit Reference umber
33 CRU (repairable) ¢ CRU (repairable) » Print workorder
*r Repors - v Refresh page
s CURRENT VIEW: C.A L L
*» Customer [ Detail Views
i Heb > cal
Condition i Symptom i Action

. . + Messages
& - During start up i P-Power/Chassis i 4 - HW-Repair with Spare
0 - Mo/ partly voltage : » Customer
i X- Other » Product

+ Spares order

Problem Description + Workorder Histary

battery not loading + System History

+ Invoice
Material number Total Status OrderNo  RET-Ho RET ReturnCode KeepMaterial
88039520 1 - O - [l

Labour

rremnter s T e Char
WTY:FLATRATE 0K 1 0.00 EUR Enter the Serial No.
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2.3.2.3FCO is of type A or A1 and the service type is not equal to CRU

Page 33/112

In case the FCO is of type A or Al and the service type is not equal to CRU, now the FCO information is
displayed during the workorder request already and subsequently is processed by the selected service

provider as usual. No further change to the existing process.

5 r I ~ - :
& new workorder - Fujitsu Technology Solutions . Fveswew u_lg":' ACLd
| new workorder B
FUﬁTSU THE POSSIBILITIES ARE INFINITE

YHBWD01328 A

-

The following FCO have been found for YK8V01328:
& FCO: In case of instable system functien, sporadic system freeze, overheating or similar symptoms please refer to Suppeort Bulletin
SB-M-07052-1 prior to swap any parts. Please also check the soldering at the heat pipe.

There iz a FCO of Type A! This will prevent the creation of a CRU workorder.

FUT?TSU THE POSGIBILITIES ARE IMFINITE

Home | Support | Logout

¥ wew Workorder Detail
i Figld Service + Accept workorder
i Technical question Call Date | Workorder i Partner call number | Current Status » Reject workorder
b T 16.09.2009 | 995002281271 | AssignedFCO + New Comment
g ) Customer | Name | Product P ECS v Edit Reference Number
i~ Translation Tool B . ; ; ; )
i Export ZLI]I‘:}S'-I‘J Siemens Computers Kandziora, Georg YKEV001308 cB124 » Print workorder
m + Refresh page

= WCH News Response Time i repair time i Date of Carriage i DIF5-Code

43 i o - :
»r DIFS for WCH H H H -
e Service Type SP Service Type Customer [ Detail Views

=S OnSite 48h performance { Onsite 48h performance + Call

* Reports » Messages
B S CURRENT VIEW: CALL —\ » Customer
= Customer + Product
= Help — ; ; - \Spares order

Condition Symptom i Action Neicrkorder History

5 - During start up ; B-Board/Ra . .

1-emormess|  The status is changed and the FCO tem History
- 2-Memory/q) - jnformation is displayed. pice
Problem Description - - o arch for Workorder / Serial
Not enough RAM detected while booting
Workerder / Serial No.

Fco Description
FCO: In case of instable system function, sporadic system freeze, overheating or similar symptoms please refer to
Support Bulletin SB-M-07052-1 prior to swap any parts. Please also check the soldering at the heat pipe.

Enter the Serial No.

Line ltems

Material

Material number Total
34008511 1
Labour

Material number Status Total
WTY:FLATRATE  OK 1

Status
Proposed

Order No RET-No

RET ReturnCode KeepMaterial

|

price
87.20 EUR

As usual, subsequently the assigned FCO has to be accepted by the Service Partner again.
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2.4 SWAP Process

For systems like Blade Frame or Monitor, the whole unit is replaced during the break fix. Immediately
after the exchange of the defective system, the warranty data is transferred to the asset data of the
Replacement System. Warranty Codes, SLA and day of first use date from the defective Call Entry SNR
sold to the customer originally are moved to the Replacement Serial Number (SWAP). Thus the warranty
entitlement of the customer keeps updated.

Required assistance by the Service Partners

For systems marked as swappable in the asset data the information about the Replacement System
Serial Number needs to be entered in WCM by the Service Partner. Entry fields are provided in WCM
WEB to be confirmed or updated. Adaptations of the messages in the B2B process are explained below.

2.4.1 Function

The work order in WCM is based on the SNR the customer communicates. As soon as the system is
swapped successfully the work order is updated by two dates:

- the confirmed or corrected Serial Number of the actual collected defective system

- the Replacement Serial Number

If the actual SNR of the defective system differs from the SNR the customer communicated with the call,
the work order is processed with a different SNR immediately after the WCM Web User entries or the
B2B Partners messages corrected the call assignment record. The correction is done during the To
Claim process only. All three Serial Numbers, the SNR from the call entry, the corrected defective
system SNR and the Replacement SNR will be placed in the WCM asset data. So the swap is traceable
in WCM.

The ADLER data of the Replacement SNR takes over the Warranty Data which has been recorded to
the defective System Serial Number in ADLER.

2.4.2 Process steps

A swap only is requested if the work order carries a SWAP Flag. Then, the Claim Update during the To
Claim Action requires the additional entry of the Replacement SNR. It subsequently is updated in the
ADLER data base by the warranty data of the Call Entry SNR. In some cases the update of ADLER is
delayed as a manual confirmation of the local Service Management is necessary. This is the case if the
Replacement System SNR is registered in the asset data base ADLER with a wrong Warranty Code, i.e.
different to FSP:SWAP.

2.4.2.1 Work order open

The WO is opened on the Call Entry SNR1. Based on the Call Entry SNR1 warranty record the Swap is
taking place. Even so the Call Entry SNR1 could turn out to be misspelled by the customer. This requires
an update in the workflow of the warranty claim.

2.4.2.2 Replacement

SNR2 is the Replacement SNR (SWAP) of the swapped asset. The Replacement SNR2 is entered by
the SP or repairer.

2.4.2.3 Confirmation of defect SNR

As mentioned previously, after the repair is done a 3™ SNR could take place. This is the defect SNR
which is identified by the Service Partner or Repair Center managing the swap stock. If the defect SNR3
is different to the Claim Entry SNR1, the defect SNR3 overwrites the Call Entry SNR1. The Service
Partner sends the correct defect SNR during the ToClaim Action in exchange for the original Call Entry
SNR the customer communicated.
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2.4.2.4To Claim the Workorder

After the Call Entry SNR is confirmed and the Replacement SNR is entered in WCM the work order is
claimed. The exceptionally scenarios may apply - see chapter 3.4.5

2.4.3 Exceptions where no Swap Data need to be provided

Although the system is marked as swappable in the asset data, there are some exceptions the work
order is not processed as Swap:

2.4.3.1 Desk to Desk Monitor Exchange in Germany

In Germany for Service Type Desk to Desk two work orders are opened by the Help Desk in parallel.
The first one for the on site Service Partner (Desk to Desk) and another one for the Logistics Partner
(Door to Door). For Service Type Desk to Desk no update of the Call Entry SNR1 by the actually
identified SNR3, nor an update of the work order with the Replacement SNR2 (SWAP) is required. Both
informations are retrieved from the parallel work order of the Logistics Partner. As the Logistics Partner
owns the swap stock information and forwards the defective system to the repair centre. WCM
differentiates the work orders automatically.

2.4.3.2 Forwarded work orders

If in the country organization the workorder forward process is implemented, i.e. a Service Partner is
defined who can receive work orders from WCM WEB User Accounts of other Service Partners, the
WCM WEB User Account who opened the claim is not requested to deliver the Swap data. Only the
receiving WCM Service Partner account has to provide the Swap data. WCM distinguishes the status of
forwarded work orders automatically.

2.4.3.3 Named repair for Displays with Door to Door Service

Despite the related monitor product family normally is maintained by Door to Door Service, in single
cases the customer requests a named repair and gets his original system back after repair. Those repair
orders are opened in WCM with Service Type Collect & Return. The Swap applies, but as the Call Entry
SNR1 and Replacement SNR2 are identically, no Swap of the warranty data is executed. WCM wiill
distinguish automatically, if Service Type is C&R and Call Entry SNR1 is equal to Replacement SNR2.
The Swap Flag is removed from the work order data in WCM.

2.4.3.4 Repair of Blades

Repair on Blade Systems require a SWAP process if the whole unit is replaced. This is the case if the
failure unit is the Blade Master or Blade Slave board which is combined to the housing. However a Blade
failure might be fixed by replacing a modular component e.g. the RAM. The unit is not replaced and the
Call Entry SNR1 does not change. The Service Partner signifies this by simply entering the Call Entry
SNRL1 for the Replacement SNR2 once again.

2.4.4 WCM WEB information

2.4.4.1 SWAP Example 1 —whole Blade unit was swapped

Workorder open

During a claim is opened in WCM WEB, WCM checks if the related system can be exchanged
completely for break fix, i.e. the system is swappable or not. If the system is swappable in the Workorder
Details an Additional Information line is displayed to inform the Service Partner the SNR of the defective
and the SNR of the replacement system need to be recorded in the subsequent WCM claim process.
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FUT?TSU THE POSSIBILITIES ARE INFINITE |_

Home | Suppoart | Logout

¥ wou Workorder Detail EE
e senee [overvew |l
- Technical question Call Date | Workorder ! Partner call number ! Current Status » Upedste service type
. Ersin 19.03.2009 | 995002270113 : | Open v Crder parts
. Customer | Hame | Product | ECS + Change status
- Translation Tool Fuitew Si Compt | | : :
- Exnort ol SISMENS SAMRUIETE L Kanetziors, Georg | vKETO01 708 L aEe » Appaintment arrangsd
m B ' | v Cancel Workorder
¥ WM Mews Response Time 1 repair time + Date of Carriage i DIFS-Code
0 i a i i v Mewy Comment
= DIFS forWWCM | L R el R
Service Type 5P ' Service Type Customer » Bt Reference Humber
# Spares OnSite ! onste » Print wearkarder
*x Reports v Refresh page
3 Setings CURRENT viEw: L |
¥ customer [] Detail iews
s Help Additional Information (AP): . v Call
SWAP Process: Hote Serial Humbers for warranty claim entry — + Messages
v Customer
v Procuct
Condition | Symptom | Action » Spares order
3 - Undler high Load E B - Board [ Ram f internal IC E 4 - HA-Repair with Spare » Workorder History
11 - Error message | X
V1 -CPU H v System Histary
v Invaice

Problem Description
Biad performance under high load, [] Search for Workorder / Serial

arkarder / Serial Ma.

Line tems
Material

Material number Total Status Order Ho  RET-Ho RET ReturnCode el L] Adler

IE006712 1 Proposed - - Entter the Serial Mo.
Labour

Material number Status price
WY FLATRATE Ok 1 118.00 ELR

SNR entry of replacement system

The replacement system can be ordered and the repair started and finished is confirmed in WCM as
usual. When the work order is claimed, the system SNR of the Claim Entry is displayed. If the actual
defect system SNR differs from the Claim Entry SNR the Help Desk had recorded from the customer call
earlier, the Claim Entry SNR needs to be overwritten.

&) Workorder to claim - Microsoft Internet Explorer M

| workorder to claim |

FUﬁTSU THE POSSIBILITIES ARE IMNFINITE

Change status
Change statuz to; To Claim

Please enter the serialnumber of the defect asset:

Call Eritry ShRE*®
WHETOO1 709

*HOTE:
Flease double check the Serial Mo, ertered during call open is idertical with the Serial Mo, of the defective customer system. If not please enter
defective SMR here.

After confirmation by pressing the button Finish, a second entry is opened. Here the serial number of the
Replacement System is required.
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& Workorder to claim - Microsoft Internet Explorer ] [ ﬁ
|

workorder to claim |

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Change status
Change status to: Ta Claim

Please enter the serialnumber of the defect asset:

Call Entry ShR*:
HHETOOM 709

*HOTE:
Flease double check the Serial Mo, entered during call open iz identical with the Serial Mo, of the defective customer system. If not please enter
defective SHR here.

Please enter the serialnumber of the new (SWAP) asset:

Replacement SRR (SWAPT:
|YHETOm 744] |

After the Replacement Serial Number is recorded and confirmed by the button Finish, the Current Status
of the work order changes into ToClaim.

Trace the swapped system

The Additional Information line keeps the information on the claim header to mark this break fix was
done by exchange of the whole system. The Call Entry SNR and the Replacement SNR are stored there
as well.
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FUﬁTSU THE POSSIBILITIES ARE INFINITE I_

Home | Support | Logout

5 v Workorder Detail O actions |

- P Service loverview | et

i~ Technical question Call Date | Workorder ! Partner call number | Current Status » Newr Comment

%o G 18.03.2009 | 995002270113 : | ToClaim + Edlit Reference Mumber

g ) Customer | Hame | Product | ECS + Print weorkorder

i Tranzlztion Tool FLitew i ot | | :

X ujitsu Sismens Computers . ' ' + Refresh page

L Export GmbH : Kandziora, Geary : WHETOO01709 : 3114

=2 TR Mevys Response Time | repair time ! Date of Carriage | DIFS-Code
a g i i [ Detail Views

= DIFS forWWCM |l e e R

— Service Type SP | Service Type Customer » Cal

PEES OnSite OnSite » hezzages

0 (R v Customer

e Seffings CURRENT viEw: caLL I, | ' Procuct

= customer + Spares arder

* Help Additional Information (SYWAP): + Wiatkarder Histary
Call Entry SHR: WHETOO01709 » System History
Replacement SHR (SWAP): YKETOD 714 — )
___________________________________________________________________________________________________ FIrice
Information:

Thiz repair was fixed by exchange of the system unit. ‘— [ Search for Workorder / Serial

Condition | Symptom i Action
3 - Uncler high Load | B - Board § Ram finternal 10 4 - H-Repair with Spare

i 1 - Error meszage Erter the Serial Mo,

V1 -CRU
Problem Description
Bad perfarmance under high load.

Fixed by exchange of hlade.

Line items

Material

Material number Total Status Order Ho RET ReturnCode KeepMaterial

3006712 1 Froposed G004649001 - - [l

38006712 1 Confirmed 8004643001 -

3E006712 1 Despatched S004649001 5137126523
1

O
O
O

|
O
SE006712 Returned G004543001 51371 26523 -

Material number Status Total price

2.4.4.2 SWAP Example 2 - SNR of defect unit was captured incorrectly

For the process it is very important, the defect serial number is recorded correctly.

Claiming the work order, first of all the Serial Number of the defective System is to be confirmed. In case
the Serial Number the Help Desk recorded from the customer call differs from the actual defect unit, it
needs to be corrected now. WCM permits to correct the SNR in the ToClaim action entry. The
overwritten Claim Entry SNR is stored in a text field in order to trace the sequence of events in this work
order.

Example: SNR1 YE8L022326 claimed by customer, SNR2 YE8L022271 shipped as replacement system
from Swap Stock, SNR3 YE8L022327 actually sent into repair:
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FUﬁTSUTIEPIHI!IIITIHIMIIIIIIH |_ |

Home | Support | Logout

B e Workorder Detail [ [factions
i Field Sarvice v Claim Workorder
Technical question Call Date | Workorder i Partner call number | Current Status + Repir failed
Erzin 25.03.2009 | 935002270143 : | RepairSuccessiul v Upte sarvice type
: . Customer Hame Product ECS » Repair successful
- Tranzlation Tool FLitsu Si Comat : . .
- oy IEMENS COMALELS L eandziora, Georg VEBLD22326 20316 » Order parts
% m | | B » Return order
== WCH Newws Response Time repair time Date of Carriage DIFS-Code .
H H + Keep Material
wr DIFS for Wk -
S Service Type SP + Service Type Customer C‘a‘ m Entr\s"’ SNR | Cancel iarkorder
B SRS Door to door Door to door narned bf\"’ customer  Mew Comment
= Reports at the Help Desk | Edit Referance Mumber
e Settings * Print workorder
#r Customer » Refresh page
= Help Additional Information (SYWAP):
SWAP Process: Please take a note of both Serial Humbers for subsequent entry in WCM! [ Detail Views
» Call
» Messages
Condition Symptom Action v Customer

. 3 - Brightness f contrast

1 - System screen F Spares order

2 - Sporadic | D - Display [ Video | 6 - System exchanged v Product

&) Workorder to claim - Microsoft Internet Explorer u@]m

| workorder to claim

Dizplay briliance not acceptakble

FUﬁT‘SU THE POSSIBILITIES ARE INFINITE

System exchanged.

Change status
Change status to: To Claim

Line ltems

Labour
Material number Please enter the serialnumber of the defect asset:
WY FLATRATE

Call Ertry SMR*

SEBLOZ23ZE

*HOTE:
Please double check the Serial Mo. entered during call open is identical with the Serial Mo. of the defective customer system. If not please erter
defective ShR here.

As the Serial Number the Help Desk recorded from the customer call differs from the actual defect unit
the Service Partner corrects the entry.

The corrected Entry SNR and the Replacement SNR are recorded.

& Workorder to claim - Microsoft Internet Explorer M

| workorder to claim

FUT:[’TSU THE FOSEIBILITIES ARE IMNFINITE

Change status
Change status tor To Claim

Please enter the serialnumber of the defect asset:

Call Ertry SHRE*
vEBLD22327 | [y

*HOTE:
Please douhle check the Serial Mo, entered during call open iz identical with the Serial Mo, of the defective customer system. If not pleaze enter
defective SHR here.

" Please enter the serialnumber of the new (SWAP) asset:

Replacement SMRE [SWaP):
[vEsLDZ2271




Service Operations |Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 40/ 112

After the correct data entry in WCM the workorder is processed with the actual defect system SNR.

WCM WEB:
FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

E 3 - Brightness §oontrast

11 - System screen

E £ - System exchanged

Problem Description
Dizplay briliance not acceptable

System exchanged.

Line ltems

Labour

Material number Status Total price
WY FLATRATE Ok 1 BE.00 ELR

2.4.4.3 SWAP Example 3 - Blade unit was repaired not swapped

3 o Workorder Detalil (O Actons |
b Flield Service v Reset To claim
i Technical guestion Call Date | Workorder ! Partner call number ' Current Status » Mew Comment
& Gl 25.03.2009 | 995002270148 : 1 TaClaim + Edit Refersnce Number
; ) Customer | Hame ! Product | ECS ¥ Print wearkordar
i Tranglation Tool Fuite i comot : : :
) ujitsul Siemens Computers . ' ' + Refresh page
L. Expart G | Handziors, Georg | VEBL022327 | 20016
= WM News: Response Time | repair time | Date of Carriage ! DIFS-Code
0 i 0 i [ Detail Views
wOFSforivcM [ S — e The corrected SNR |7
- — Service Type SP : Service Type Customer is linked to the
Dioor to coar ' Dioor to coar Workorder + Messages
* Reports . ¥ Customer
5 BEiEs CURRENT VIEW: CALL » Procuct
= Customet b Spares order
% Help Additional Information (SYWAP): » Wiorkorder History
Call Entry SHR: VERLD22505  — T o orginally recorded + System Histary
Replacement SHR (SWAP): YEALO22271 SMR s stored to trace + Invaice
nformations T ‘the actionsonthis T
i i i Yyorkorder,
This repair was fixed by exchange of the system unit, [] Search for Workerder / Serial
‘Warkorder § Serial Mo,
ECS
Condition | Symptom | Action
3 _ Sporadic ! D - Display / Video L] Ader

Enter the Serial Ho.

The Blade failure might be fixed by replacing a modular component e.g. the RAM. The unit is not
replaced and the Claim Entry SNR does not change. The Service Partner signifies this by simply
entering the Entry SNR for the replacement SNR once again.
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I |
FU]QTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

% wow Workorder Detail E
Field Service v Claim Yorkorcer
i Technical question Call Date | Workorder ! Partner call number \ Current Status + Repair feiled
S Ersin 25.03.2009 | 395002270160 : | RepairSuccessful » Uprdate service type
: Customer | Hame \ Product | ECS » Repair successful
- Tranglation Tool Fuiten i ot B B B
. Export ujitsu Fiemens Computers Kandziora, Georg KELONT154 — + Order parts
o GinbH ; ; ;
! ! ! + Return order
= OWCM Mewes Response Time « repair time + Date of Carriage + DIFS-Code .
0 H 0 H » Keep Material
=2 DIFS fortWCM |l N R
Service Type SP Service Type Customer » Cancel Workorder
B B Onste | Onsite » ey Commert
¥ Reports . + Eclit Reterence Number
S CURRENT viEw: L1 Iy | P workorser
= Customer v Refresh page
= Help " "
C iti ¢ Symptom + Action
3 - Undder high Loz B - Board { Ram {internal 12 4 - HW-Repair with Spare
W - Warning message (oetail in !
! commerts) : » Messages
1 2 - Memaory f cache i v Custamer

P * Prociuct
Problem Description 5 .
Problems with memary dump ¥ Spares orcer
v orkorder Histary

» System History

v Invdice
Rahi exchanged.

[] Search for Workorder / Serial

o
Workarder  Serial Mo. 3

Material
Material number Total Status ©Order Ho RET-Ho ReturnCode
34005214 1 Propozed - -
Labour Enter the Serial Mo
Material number Status Total price
WWTY FLATRATE Ok 1 115 00 EUR

I

E Wnrﬁraer to CE'IITI - chrusu‘t Internet Explorer M

| workorder to claim |

FU]?TSU THE POSSIBILITIES ARE INFINITE

Change status
Change status to; To Claim

Please enter the serialnumber of the defect asset:

Call Entry SME*
sRELIN0T 1S54

*HOTE:
Fleasze double check the Serial Mo. entered during call open iz identical with the Serial Mo, of the defective customer syystem. If not please enter
defective SMR here.

Please enter the serialnumber of the new (SWAP) asset:

Replacement SRR (WA
|00 154

The claim will move into Status ToClaim.

In the status ToClaim the additional information with the swap remark disappears.
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it .
FUIITSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

* vem Workorder Detail
i Field Service + Reset To claim
i+ Technical gquestion Call Date | Workorder ! Partner call number | Current Status » Meser Commert
b B 25.03.2009 | 995002270160 : ! ToClsim + Edit Reference Mumber
: Customer | Hame i Product | ECS » Print weorkorder
= Translation Tool Fuiteu S . " H H H
X ujitsu Siemens Computers . : ! » Refresh page
. Evport P | Wandziors, Georg [ YHEU001154 ; sEwz
22 WK Mewnes Response Time | repair time | Date of Carriage | DIFS-Code —
o ‘o ' H [ Detail Views
= DIFS foryycw o b . s S
Service Type SP | Service Type Customer » Call
»> Spares Cnsite . OnSte » Messages
=+ Reports » Customer
7 g CURREHT vIEW: C.a.1 1 |, | " Frocuct
== Customer » Spares order
= Help » wiorkorder History
Conditi H H i
. H Symptom . H Action o » System History
3 - Under high Load : B - Board f Ram finternal 12 : 4 - HW-Repair with Spare
+ W - Warning message (detail in ' » Invoice
1 comments)
| 2-Memory fcache [] search for Workorder ! Serial

Problem Description Wiorkorder / Serial Mo,
[% Problems with memoary dumg
[] Adier
Ertter the Serial Mo
RA&M exchanged

Line kems

Material

Material number Total Status Order Ho RET-Ho RET ReturnCode KeepMaterial
34005214 1 Proposed - -

Material number Status Total price

WY FLATRATE OK 1 1158.00 ELR

2.4.4.4 SWAP Example 4 - Monitor was repaired not swapped

Occasionally the customer wants to avoid an exchange of his defective monitor. Being aware, he gives
up some service level, he asks for repair of his defective unit. According to this request, the Help Desk
opens the claim with service type Collect & Return. In this case no swap process is in place. The same
unit is returned to the customer.

However as the principle service concept for the system is swap, the work order carries the swap flag
and additional information is displayed to remember both Serial Numbers in the further process.

However the unit is not replaced and the Claim Entry SNR does not change. The Service Partner
signifies this by simply entering the Entry SNR into the field replacement SNR once again. WCM wiill
permit the repetition of the same SNR only for warranty claims with Service Type Collect & Return.

The work order is assigned by the Helpdesk with Service Type Collect & Return:

When the work order is claimed and the replacement serial number is to be entered, for Collect & Return
Service the same Call Entry SNR is accepted.
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E Workorder to claim - Microsoft Internet Explorer

BEX]
| workorder to claim |

FUT:['TSU THE POSEIBILITIES ARE INFINITE

Change status
Change status to; To Claim

Call Entry SME*:

EGGO00T7S6

*HOTE:

Replacement SHRE (SWaAP):

YESGO007TI6

Please enter the serialnumber of the defect asset:

Please enter the serialnumber of the new (SWAP) asset:

Please double check the Serial Mo, entered during call open is identical with the Serial Mo. of the defective customer system. f not please enter
defective SMR here.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Hame | Support | Logout

=x DIFS for Wkl

Subsequently the Swap Flag will disappear from the claim. The indication of the system exchange is no

Service Type SP
CallectaRetun /

\ Service Type Customer
| CollectaReturn

5 WEL Workorder Detall

Fizld Service v Accept workorder
- Technical guestion Call Date | Workorder ! Partner call number | Current Status + Reject workarder
b B 25.03.2009 | 995002271152 ' | Assigned ¥ Mesw Comment

; Customer | Hame ! Product | ECS v Edit Reference Rumber
- Translation Tool | : :
1 Wallcammer , Mike 1 WESGOO07IE  1DoE ¥ Print workorder

= B Response Time | repair time | Date of Carriage ! DIFS-Code v Refresh page
i WICH Nevwvs 1 0 | 26.03.2009 :

________________________ L eyt U SN Up RN U U

1 - Alwarys (during processing)

=+ Spares »Call
= Repotts » Mezsages
] |
= Seftings CURREHT VIEWE: CALL » Customer
w Help Condition | Symptom 1 Action v Spares orcer

| - Display | ideo
1 0 - Mo picture (poweer is on)

E & - System exchanged (indirect)

11 - System screen

Problem Description
CER ET fir SWAP Gerdt

longer displayed in the additional information section.

[ Detail views

niorkarder History
v System History

v Invoice

[ Search for Workorder / Serial

‘Wiotkorder [ Serial Ma.

[ Adie

T
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o |

FUJfTsU o s e I

Home | Support | Logout
% e Workorder Detail EE
- Field Service r Reset To claim
- Technical question Call Date | Workorder 1 Partner call number | Current Status + MEwy Comment
. Ersin 25.03.2009 | 995002270152 : ! TaClaim + Ediit Referance Mumber

Translation Tool Customer : Hame : Product | ECS + Prinit weorkorder

+ wolkammer, Mike | YESCGOO07IE L 1pma + Refresh page
- Export Response Time | repair time | Date of Carriage ! DIFS-Code
2 WM Mevs il o | 26032009 : ] Detail i
------------------------

=+ DIFS for YWk

Service Type 5P
Collect&Return

| Service Type Customner
| Collect&Return

+ Call

» Spares .

** Reports b Customer

2+ Setings CORRENT vievy: L1 I

== Customer ECS + Spares order

2 Help Condition | Symptom ! Action v arkorder History

E [ - Display [ Video
v 0 - Mo picture (poseesr is on)

1 - System screen

Problem Description [] Search for Workorder | Serial
AR ST Ml S Gerst Wiorkorcier £ Serial Mo
[ Adler
Monitor repaired centrally
Erter the Serial Mo

2.45 To Claim the Work order

1 - Always (dUring processing) . 8 - System exchanged (indirect)

v System History

v Invaice

After the Call Entry SNR is confirmed and the Replacement SNR is entered in WCM the work order is
claimed. The following exceptionally scenarios may apply:

2.4.5.1 Replacement SNR not in ADLER

If by any reason the Replacement System SNR is not recorded in ADLER, a ToClaimError appears:

“SWAP Error”
“ADLER error during Swap”

The local Service Partner Management shall be informed to update the delivery data in ADLER. The
work order can be claimed again after the ADLER data is complemented.

2.4.5.2 Warranty of Replacement SNR is not Zero

If the the Replacement Serial Number is recognized by ADLER but the assigned Warranty Code is not
equal to “FSP:Warranty”, the Local Claim Approver in the Service Partner Management needs to update
ADLER manually. Before the update the LCA will double check with the Repair Centre or Service
Partner if the SNR which was recorded is correct and update the ADLER data accordingly.

The payment of the claim does not depend on the ADLER update decision but will be delayed until the
ADLER decision is made.

2.4.5.3 Assets are incompatible

If the Replacement Serial Number apparently does not fit to replace the defective system, e.g. Notebook
for Monitor, a ToClaimError appears:

“SWAP Error”
“Assets are incompatible for Swap”
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2.4.6 SWAP Datain ADLER

2.4.6.1 SWAP Flag

In ADLER a so called multipurpose flag is implemented. Systems which are suitable for exchange are
marked with the Parameter “SWAP”. This flag is transmitted to WCM and SA during the call open
process.

ABOUTUS | RE-REGISTER | DOWNLOAD | UPLOAD | PRINT
YEBLO22327 - Warranty / Service

e st v e AYILO DisplyL 31904
VeI Farily code: YEBL AMILD LL 3150 Partmumber,  S26351-K1 28413

weight (gram): Material number: 00000001 DB00580072

Last update: 100302008

warranty information

pariist
companent detsls -multipurpose far details click here
configuration data -
: actory delivery date: ate offirst uge
t??;.”n‘ﬁi";?u‘ﬂ Fartoydelierycele: 102002005 Date ot 11762009
telivery data histom first use date
~ flelvEw  Cystomer warranty ! service
addﬁluna\se;i\;cue; Code: FSP GHID00STOMDYE | ] Muttipurpose - Microsoft Internet Explarer
Description: Iyears Dooro-Door Exchange Senic
courtry cortroling i o
sty Ted: E - F5C Limited Wananty
reports Owner: HOL
Group: DYE - Dislay Entry
Reactiontime (h: YEBL022271 - Multipurpose
Repair time (h: Flag Datum Ersteller
warranty days: 1D AP 20090317 adleradm X
warranty ime: 1

ON-SITE TRANSPORT TRANSPORT LABOUR MATERIAL [%
From customer To customer
1112812011 112812011

Detail information

(in manths) histany warranty
Code 0% FC | TC|LA Ma PRODUCER OWNER

BASIC T - :

ADD., WAR-IMFO B _ho_BOM nlojoioio 1 Wk

STANDARD FER:-GH30DN00STOWDYE 0|36 /36 00 A N0A1202147

TOPUP

EXTENCED
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2.4.6.2 SWAP Pool inventory

Units in the spare part stock, repaired or new material ready for exchange are recorded in ADLER with
Zero Warranty. These assets also carry the SWAP Flag.

4 test

0
IT

ABOUTUS | RE-REGISTER | DOWNLOAD | UPLOAD | FPRINT

YEBL022271 - Warranty / Service

Type: ANILO Display L 3190

VERLOZZT! Family code: YEBL AMILO LL 3130W Part number: S26361-K1284-V181
weight {gramj: Material number: 00000001 0600480072

Last update: 3972008

warranty information

partlist
comporent detsils —— multipurpose for details click here
configuration data
et MRMAICn oy delierydate: 102912008 Date offrstuse: 112872008
testing results
delivery data histary first use date
» Tma' view | Customer warranty / service
Andtional services " .
histary Cude._ - FEREIAP @Muhipurpuse - Microsoft Internet Explorer
courtry cortrling Desc.nnuun. FaPSAR
administration | MEa - - wananty area notvalid
reportz | Owner: D
Group: Wk - Praduct liability data
Reactiontime th): YEBL022271 - Multipurpose
Repair time (h: ] Flag Daturm Ersteller
warranty days: WO SVAR 20090317 adleradm >
warranty time: A

ON-SITE TRANSPORT TRANSPORT LABOUR MATERIAL
From customer To customer

Detail information

(in months) histary warranty
Code 0% |FC |TC | LA |MA | PRODUCER OWNER
BAsIC T-T-T-T- - -
ADD. VHAR-INFO |BYW_no_BOM ofo|ojolo u ukn
STAMDARD
TOPUR I T-T-T-T- - - I
EXTENDED

ADD. WAR-INFO |FSP:EWAP ofojojolo adleradm
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2.4.6.3 Warranty data after Swap

After the work order is claimed and WCM transmitted the swap information to ADLER, the warranty data
in the asset are exchanged. The replacement system takes over the warranty from the defect system
and the defect system receives the zero warranty from Warranty Code FSP:SWAP.

Q

il t e‘s t adler’

ABOUTUS | RE-REGISTER | DOWNLOAD | UPLDAD | PRINT

YEBLOZ2271 - Garantie / Service

[ 1 woses |

Typ: AMILO Display L 31904
ERLIIT Produktfamilie; YEAL AMILOLL 31900 Sachnummer: B2BIE1-K1 20411
Gewicht (Gramm): Materialnummer: 00000001 0600930072

Letzte Anderung; 263.0009

Garartie-nfarmation

Stiickliste
Homponerterietalz | Multipurpose Filr Details hitte hier klicken
Korfigurationststen
Prif-Information ‘ ) .
Prfergetrisze eksliefardatum: 28102008 Einzatzdatum 211.2008
Ligferdaten Historia Einsatzdatum
Cesamansehl .\ don Garantie / Service Leistungen
Wieitere Services
Hetorie | Code: FEP:GNIDO00STOWDVE
Caurtry Cortroling | Beschreibung: 3 Jahre Door-to-Door Austauschsenice, 5, giltin Eurapa, Afrika und Maher Osten
Administration | ATea: E - FSC Limited Warranty . .
Multipurpose - Microsoft Internet Explorer
Feports | Owner: DL E Hulipurp ’
Gruppe: DYE - Display Entry
Reaktionszeith:
Wiederherstellzeit (hj:
Service Tage: o YEAL022271 - Multipurpose
Service Zeit: B |Flag |Datum |Ers19||er
Il [gvizp [2008-03-17 [adleradm X
VYORORT TRANSPORT TRANSPORT ARBEIT MATERIAL
Yom Kunden Zum Kunden
2811201 811201

Detailinformation

(in Monatsangahien) Historie Garantie
Code VO VK |ZK AR MA | ERSTELLER OWNER

BASIC 1T T- - -

ADD. WAR-INFO |BW_no_BOM olojojolo u ukn

STAMDARD FSPGN3D0NNSTOWDYE
TOPUP
EXTENDED

=
)
=1

00 A O0AT202147
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2.4.6.4 Defect System after Swap

I8t es t

1
ABOUTUS | RE-REGISTER | DOWNLOAD | UPLOAD | PRINT
YEGLO22327 - Garantie / Service

SWAP Details: 1
. Ty AMILO Display L 31500

VERLODZIT Produktfamilie: YEBL AMILO LL 3150 Sachnumener: B26367-K1284-V181
Gewicht {Gramm}: Materialnummer:  000000010600980072

Letzte Anderung: 26.3.2008

Garantie-nformation

Stickliste
Komponentendetsls —— Multipurpose Fir Details bitie hier Klicken
Konfigurationsdaten
Priif-Information X .
Prifergetisse Werkslieferdatum: 28.10.2008 Einsatzdatum 28.11.2008
L\elerda_ien Histarie Einsatzdatum
Gesanlansichl .\ don Garantie / Semvice Leistungen
Weitere Services . .
Historiz | Cotle: FaF:BIAP ] Multipurpase - Microsoft Internet Explarer
Country Cortraling | Beschredbung: F3P-EWAP
Administration | Area: - - kein glitiger Garantighereich
Feports | Owmner: D
Gruppe: M- Haftungsdaten
Reaktionszeit (h: ¢ YEBLOZ22271 - Multipurpose 1
Wiederherstellzeit (1 Flay Datum Ersteller i
Senvice Tage: W [ [2005-03-17 [adllerazm X
Senice Zeit: A [%
VORORT TRANSPORT TRANSPORT ARBEIT MATERIAL F
Yom Kunden Zum Kunden

Detailinformation

(in Monatsangahen) Historie Garantie
Code VO VK | 2K |AR MA | ERSTELLER OWNER

BASIC - - -

ADD) WAR-INF O |BA_no_BOM olofololn U ukn

STANDARD

TORUP

EXTENDED -

ADD. WAR-INFO |FSP:SWAR olofololo adleradm
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2.4.7 Monitor Service Concept — Collect & Return Display

April 1% 2009 a new Monitor repair concept was introduced: Collect & Return Display. Monitor this
Service applies to are not exchanged but the repaired system is returned to the customer. The swap
process is not in place.

The ADLER values distinguish from Door to Door and normal Collect & Return. The warranty values are
FromCustomer/ToCustomer/Labour. The asset has no swap flag. See example from ADLER below:

o)
FUJITSU

adl 1]

ABOUTUS | RE-REGISTER | DOWNLOAD | UPLOAD | PRINT
YEGGOD0356 - Warranty / Service

Type: AMILD Display L 31907
VES000356 Family code: YEBG AMILO LL 3190T Part number: 526361-K1301-v180
weight {gram): Material number: 00000001 0600963089

Last update: 2572009

wyarranty information
partlist
component details
configuration deta Factory delivery date 1072112008 Date offirst use 1142042008

test information
testing resuts history first use date

delivery data Customer warranty / service
total view Code: FEFIGHN3HONDSTOWOYE
addtional services Description: 3years Collect & Return Service Display, 5x3, valid in Europe, Aftica and Middle East
fistory - prear E - FSC Limited Warranty
country cortrolling
administration Owner: D
reports Group: DvE - Display Entry

Reaction time (hi: 0
Repair time (hk 1)

warranty days; WD
warranty time: B
ON-SITE TRANSPORT TRANSPORT LABOUR MATERIAL
From customer To customer

- 11/20/2011 1102012011 1102012011 -

I

Detail information

(in months) history warranty
Code 05 [FC [TC [LA [MA | PRODUCER OWHNER

BASIC F -T-T-1-T- - -

ADDL WAR-IMFO B _ro_ BOM olofofofao u ukn

STANDARD F 5 P:GRIHO00STOWDYE 0 [35 (3636 [ 0 Tse shd

TOPUP - - -1-T1-T- - -

EXTEMDED F - I-T-T1-T- - -

Service Type Door to Door is a higher service and cannot be selected for those Displays.

ji | '
FU][TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

B e Service Calls {(Assigned)
Fleld Service Workorder (PRt [ SermlNos | o | e service el

Technical question

Ersin Workorder 2| SerialMo. | Customer % Date % RT %| Status =| Ccall Number %

. + Reduested (13
&9 new workarder - Microsoft Internet Explarer =X
o - S| Refectea (1)
+ Assigned (1
= FUﬁTSU THE POSSIBILITIES ARE INFINITE R N 9(5)()
» Open
F
+ In Progress (14)
= ESGDOnEEE + Double Flatrats Calls (0)
E& [ l% b Awalting Immediste &ction (0]
i * Repair successiul (7)
ax i | YEBGODO356 Warranty code: | FSP:GN3HDODSTOWDYE » To claim error (15)
] § AMILO Display L 31807 warranty owner: o + Claim Workarder (349
i | 5263811301180 warranty group: | ove + aliation certer (309
Delivery Date: i 21102008 warranty description: | 3 years Callect & Return Service
Activation Date: i [2011.2008 | Display, 5%3, walid in Europe, + VG Revised Claims (0)
wation Date: H | Africa and Middls East » W Rejected Claims (0)
- . » Replisd to Validation center (0]
Additional-Text: .
fonabTe : + Claims accepted (%)
. . = = = » Cancelled
customer has paid for Service to be provided at Fujitsu Technology Solutions
expense + Closed
on Site: - on Site: O | onsite: - on Site: O
from 20412011  Collect and Return: from 20412011  Collect and Return: [ [isoarehrogronomadisec
customer: customer:
To customer: 20112011 Desk-To-Desk: O | To customer: 20.112011  Desk-To-Desk: O iorkorder / Serial Ho
Work: 201120117  Door To Door: O | work: 201120117  Door To Door: O
Material: - Return To Base: O | materiar: - Return To Base: O [] Adler
Response ingin: Response ingin: Enter the Serial Mo, ¥
Respe o Bringln: O | e [} Bringin: m
repair time: o Material: O] | repair time: o Material: O
[] DIFS Decoder
Service Type: | Collect 2 Return Displays [s] | service Type: |[Collect & Return Displays [~] Enter the Soral o,
= Enter DIFS-Code
Quit

| Hext | [ Finish
@ Fertig % Local intranet ‘

If you need assistance for WCM
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Call Processing

2.5 Ordering Spare Parts

2.5.1 Ordering of spare parts at FUJITSU with WCM WEB (standard)

2.5.1.1 Material selection

It is only possible to order at most 5 pieces per Call.

For an order with several parts you will receive only one order number.
If you order only one piece per Call, it automatically will be an ADEX-Order (detailed explanation see

chapter 1.1.5), e.g. the order will be created and in parallel also the return order.

Page 50/112

You can order the suggested part(s) or search for specific material nos. With a click on the button

“Change List” the complete material list is displayed.

With the buttons “plus” and “minus” it is possible to define the quantity.
(Explanation of abbreviations “LSF”, RET”, etc.: see chapter 7.3, or rest with the mouse on them and
short explanation screens will arise.)

|
o] new workorder
FU]ITSU THE POSSIBILITIES ARE IMNFINITE
YHINOOZ0Z2

pul TN b= N | [l I e I T ol ) i o o | I I el | | | | | | | | | ] u
- fan + heatsink f heatpipe

v v [+ -
3401 2715 COOLER ASSY / O O v Controll
- CRUs/microprocessors quantity

here
34012709 CPU INTEL CELEROM 575 2,00 GHE 1MB [ O W =
34010631 CPUINTEL CORE 2 DO TSE70 1 SGHE £ W 26505-B5216-v12 ] @ S
34015947 CPU INTEL COREZ DUQ T6400 2. 00GHZ 2MB / ] 0 g
34012354 CPU INTEL MOBILE PE400 2 26GHE 1Y 26505-B5270-%10 ] 1] S
34012385 CPU IMTEL MOBILE PEE00 2 45HZ (M0 W 26505-B5270-%11 ] 1] S
- Mainboards OEM
4012 Possibility to search for 43 Q5050 O 0 S
other spare part numbers

- many —
Manual input of spare part w¥ormation. _
Mat-hir: P . Change List

As long as the work order is not claimed additional spare part orders are possible.

[J Finish
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[0 Actions
v Repair started

r Drder partz

v Change Status
v Appointmert
F Cancel

My commenit
v Print wearkorder
v Refrezh

Click on <Next>
In the next step you have to enter all further settings for your order:

2.5.1.2 Delivery Type selection

Delivery Comment:

Standard: Delivery will be processed according to the delivery lead times as stated in the Service
Logistics Manual.

Urgent: Delivery will be processed according to the delivery lead times as stated in the Service
Logistics Manual. http://partners.ts.fujitsu.com/com/service/general/service-spares/manual

Important: The additional transport costs for urgent delivery are charged to you!

The Spare Parts Portal order will show this additional charge like a part number and indicates the costs.
In some countries, like Germany, the SP can currently request an express delivery, when ordering a
spare part via WCM. The SP is charged for this express order fee by Service Parts Logistics.

The authorized SP in defined countries gets reimbursed the express charge during the normal WCM
invoice process, if the Service Type accepted by FUJITSU is at least an OnSite 24hrs performance ST.

Detailed delivery terms are shown in the Service Logistics Manual at
http://partners.ts.fujitsu.com/com/service/general/service-spares/manual

The reimbursement of the express fee is enabled country specific. At present only Germany is activated.

2.5.1.3Express charges in WCM WEB

& new wiorkorder - Fujitsu Technalogy Solutions . e ww |

I
new workorder

FUTI’TSU THE POGSIBILITIES ARE INFINITE

YKDTO03831

product information . r
Serial Ho.: KDT003831 Warranty code: FSP:GM3520000DEBD3

Product: SPRIMO ES525 EPA warranty owner: D
Article Code: 61-K891-V511 warranty group: BD3
Delivery Date: 0.05.2008 warranty description: 3 years On-Site Service, next

i business day response, 5x8,
i valid in country of purchase

Activation Date: 3.07.2008

Additional-Text:

customer has paid for Service to be provided at Fujitsu Technology Solutions
expense
On Site: 13.07.2011  On Site: On Site; 13.07.2011  On Site: i
From 13072011 Collect and Return: From 13072011 Collect and Return:
customer: customer:
To customer:  13.07.2011 Desk-To-Desk: O | Tocustomer: 13.07.2011 Desk-To-Desk: O
Work: 13.07.2011  Door To Door: O | work: 13.07.2011  Door To Door: O
Material: 13.07.2011  Return To Base: D Material: 13.07.2011  Return To Base: D
_I?;ar:gmse 24 Bringin: _I?;ar:gmse 24 Bringir .
L _ - | Precondition for
repair time: 0 Material: repair time: 0 Materi
express fee
Service Type: OnSite - Service Type: OnSite relmbursement IS a
SLA of 24his
required and was
fulfilled.

Ferti f Vertrauenswirdige Sites | Geschitzter Modus: Inaktiv #100% -
g g
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& new workorder - Fujitsu Technology Salutions & Tewesw - = [
FUTfTsu THE POSSIBILITIES ARE INFINITE |neww0rk0rder |‘
YKDTO02832 ji

Options
Delivery Comment

urgent__________ g

In defined countries the delivery type

Lurgent® triggers express delivery. Hence
express charges are invoiced by
FUJITSU Service Parts Logistics.

Where would you like the spare parts to be deliverea
servicepoint L@

Customer

Delivery address Pleaze Choose

free address

You selected the following spares.

Material number Description Entry Date Total

Sarvice Typ
Drie 3

Sorvice Type 59
L

Cuetomer
periormancy

mide J4h performancs

Symplom
3 - Uadier high Load

After the work order was
claimed, Express Charges
are registered in a separate
line item in the work order
details as SERVice material.

1 - Hard drik -

MO0 noay and basd performance

RET RetarnCede Hespliate

Fropoaed BGOLEEOETY B - [m]
Gl EOESET - O O
Coanfrmad POOEENFT] [} 0
Betumed EOMes0es - O
Fetumed E0eEsirT g1aTieTiTe [ ]

prico
185 4% fUR

HDD 160GB SATA 300 7.2K/
v 5 .09. v
34005979 WOCWOIBI0ALIS ] 16.09.2009 1 WIRO - ‘
Setalto  MIRO -
Hame | Suppon | Lagout
3 weu | Workorder Detail
= Ove r Bt To clars
Call Datn Vicekarder Partnor call nemier Curront Statun * Hirw Comment
16.09.2000 S OMITEI 26 Tollim + Edit Reference Nember
Cuntamer Harme Product ECS v Print workoider
:;':'::‘h‘ Famans Computers | i Gearg VEDTOAT T4 + Refresh page
Response Time repain Bme Dabe of Carrisge NF §-Codde
L o

» Measagen
(=110

¢ Presfuch

* Spares proer

v 'Worinider Hstony
b Syenbem Moy

* Fredids




Service Operations |Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool

Page 53 /112

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

= DIFS for WCHM

24 ‘o

Service Type SP

Service Type Customer

% wew Workorder Detail
b Field Service
Technical question Call Date i Workorder i Partner call number | Current Status [ Detail Views
Ersin 16.09.2009 905002251264 ClaimAcceptedByWC v Call
i Translation Tool Eu.:torsrfer c : Name Product ECS w“:ﬂges
. ujtsu Siemens Computers | ) v coNomer
i Export GmbH Kandziora, Georg YKDTO03832 3H214
= WCM News Response Time i repair time i Date of Carriage : DIFS-Code After the claim is accepted by the

Validation Center the express

¥ Spares OnSite 24h performance OnSite 24h performance charges are added to the
* Reports warranty flat rate.
P TR CURRENT VIEW: 1N o 1.
** Customer [] searra for Workorder | Serial
Service Type (Requested) Service Type (Fujitsu Technology Solutions is -
= Hel 5 ofkorder / Serial No._|
: Service Type: : OnSite 24h performance| [ C (RUEEETC I [wfkorder / Serial No.

Service Type: OnSite 24h performance|

Material

Material

SERV2202: 30.00 EUR

SERV2202: 30.00 EUR

Labour

Enter the Serial Mo.

WTY:FLATRATE: [LECIEIE Labour

Total: 13580 EUR WTY:FLATRATE: 105.60 EUR
- Total: 135,60 EUR

invoice number : Date i Group

2.5.1.4Invoice /-proposal form with Express Charge

At the detail invoice the Express Charge is listed separately.
At the summary invoice the Express Charges are included in the totals.

2.5.1.5Delivery address selection:

Where would you like the gpare parts to be delivered

servicepoint @
Customer &
Delivery address O | Pleaze Choase

free address O

Service point: Address of Service Partners site

Delivery address: All additional delivery addresses, which are equal with the addresses entered in the
Spare Parts Portal.

To set up new addresses please refer to mailto:SparesDebitor.Masterdata@ts.fujitsu.com

Due to export control regulations the customer address or a free delivery address is only available for
deliveries within Germany.

Where would you like the gpare parts to be delivered

servicepoint [
Customer C O
Delivery address @. |§F‘Iease Choose M

free address

Supplier:

O

FUJITSU MIRO: Spare parts are delivered from FUJITSU warehouse.
Own stock: You have the required spare part in your own stock. Ordering process ends after you confirm
“own stock”. (& Process will be shown in chapter 4.1.2)
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Where would you like the gpare parts to be delivered

servicepoint -
Sunplier

Customer

Delivery address Pleaze Choosze

free address

You selected the following spares. _

Click on button <Next> to proceed.
In the following mask all order settings can be verified.

Click on <Finish>

2.5.1.6 Order confirmation

An information screen confirms the spare part is ordered
How this is confirmed depends on the way you have reached the ordering process

A): Material Orders for already assigned work orders, i.e. HD assigned claims or self assigned claims
which are in status further than requested:

' accept workorder

FUﬁ‘I’SU THE POSSIBILITIES ARE IMNFINITE

Information
order was send

B): Self assigned claims where the order was entered together with the call open:

Fu'i?'rs TOE FORBINIRIROES AME INFINOINE _

Home | Support | Logout

¥ wen Workorder Detail ) Acions |
Fieid Service _ e

= Tochsgsl guaslon Call Darte Viorkorder Partrier call numiber Current Status
L Ersn 18608 2004 frerO Repasied W pag
T Tl Customer Hame Preduct ECE

Click on Refresh page to see the order confirmation. Current work order status subsequently changes
into “Open” and after spares application confirmed the order the status changes into “SparesOrdered”.
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FUﬁTSU THE POGSIBILITIES ARE INFINITE _

Home | Support | Logout

% weu Workorder Detail
Field Service + Repair started
Technical question Call Date | Workorder | Partner call number | Current Status + Update service type
Ersin 16.09.2009 | 905002281256 | SparesOrdered » Order parts

. Customer i Name | Product | ECS + Return order
Translation Tool - c : : : :
bn @ gty SIEMEnS EOMPUIETS | Kandziora, Georg | YKDT003831 | 3H214 + Change status
i o . + Appointment arranged
» WCM News Response Time i repair time : Date of Carriage : DIF5-Code Keen Material
: : : v Keep Materia
24 . - :
»+ DIFS for WCM H : H "
w5 Service Type 5P i Service Type Customer » Cancel Workorder
res :
= OnSite 24h performance | OnSite 24h performance » New Comment

> Reportz + Edit Reference Number

b i + Print workorder
Settings CURRENT VIEW: CALL

»x Customer + Refresh page

#= Help - ; ; .

Condition Symptom Action [] Detail Views
3 - Under high Load i H-Hard disk i 4 - HW-Repair with Spare
| 2- Noise/ Vibration > Cal
i 1-Hard disk - internal + Meszages
. . » Customer
Problem Description Order Confirmation  Product

Hard disc noisy

states the order is
received at spares
application

+ Spares order

+ Workorder History

Line ltems
Material
Material number Total Status Order No RET-No RET ReturnCode KeepMaterial

34008899 1 Proposed BO04550268 - - R ————r—
34003251 1 Proposed - [ -

34008899 1 Confirmed BO04650268 - O - \Workorder [ Serial No.

Labour
Material number Status Total
WTY FLATRATE oK 1

» System History

+ Invoice

price
105.60 EUR

All work orders in this status can be retrieved from Status List “Open”:

FUT?TSU THE POSSIBILITIES ARE INFIRITE

Home | Support | Logout

= .
- gl Service Calls (Open)
‘. Fi : ¥ ice call
- Field Service Workarder | SP-Ref: l:l Serial Mo | | RT: | | b B SErICE Ba
i Technical guestion
e Bl Workorder 5| SerialNo. 5| Customer 5 Date = | RT 5| Status >| CallMumber > | [] Status
L Tranzlation Tacl 995002270025 | YKKROD4E39 g‘;’ﬁ‘ Siemens Computers: o ya anngi Open » Requested (1)
: v Rejected (5
. Export 995002270036 | YEBLO22221 | Musterkunds, Muster 10.03.2008; 0 Open = (5
e ——— 995002270078 VKMWDO2250 | Melanie, bar £12032008 0§ Open » Azsigned (12)
. . v Open (207
- DIFS far WiCht 995002270101 | VEBLDZ224q | | ulitsuSiemens Computers o e oonqt g Cpen
GmbH v In Progress (581

x> Spares - X

I 995002270162 | YESGOOOZET g‘r‘#ﬁ‘ SiEmens COMPUIErS, e 02 20088 0 Open » Double Flatrate Calls (0)
* Reports Fuiitsu Siemens Computers v Awvaiting Immediste Action (00
v Seftings 995002270246 | VESPODOST1 L 02.04.2009: 0 Open + Repai successiul (16)
T QAsAN 2 2TN2E0 WYRRPONNARS AEllk sy ik 2 nd 20Na: N PIrEn » T mlaim arver 4T

After the spares system confirms the material order is placed, the current status of the work order
changes to “OrderConfirmation” (see next screen shot). This shows that the order was created
successfully. In the status list the work order now is shown in status “In Progress”.

Another hint for successful order creation is the Material-Status at the bottom of the work order Detail
(marked green). Complete explanation regarding this Material-Statuses please see chapter 7.2.3.
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FU[TSU THE POSSIBILITIES ARE IMNFINITE
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Home | Support | Logout

WICM

< A

e Figld Service
i Technical question

i Ersin

- Tranakation Tool
i Export
=W Mewes

== DIFS for WiCh
= Spares

> Reports

== Settings

»r Customer

»x Help

Workorder Detail

Current Status

Call Date | Workorder i Partner call number

26.03.2009 i 893002270170 OrderConfirmation
Customer | Hame | Product i ELa

g:#’:j_‘" Siemens Computars Schork, Robert YKIB1 46657 2HK14
Response Time repair time Date of Carriage DIFS-Code

i] ‘a P :

Service Type SP Service Type Customer

Bringin Bringin

CURRENT VIEW: /5L L. |

Condition | Symptom | Action
2 - Sporadic { H - Hard disk {4 - Hw-Repsir with Spare
e :

© 1 - Hard disk - internal

Problem Description
hazdifhajihajhfajklakithathh

Line kems

Material

Material number Total Status Order Ho RET-Ho RET ReturnCode KeepMaterial
88037472 3 Proposed - - |
GE037472 & Proposed S004649065 - = |:|
4002154 1 Proposed S004645064 - D - |:|
54002154 1 Confirme 8004650002 - O - O
SE037472 5 004649065 - - O
4002154 1 8004649064 - D = D

2.5.1.7 Order Details

v Repair started

v Updste service type

v Ordler parts

v Return order

v Change status

v Appointment srranged
v Heep Materisl

v Cancel Waorkorder

+ sy Commert

+ Edit Reference Mumkber
v Print wearkorder

v Refresh page

[] Detail Views
v Zall
v Messages

v Customer

v Product

v Spares order
orkarder Hiztory

v System History

v Irrvioice

[] Search for Workorder / Serial
Workorder [ Serial Mo,

[ Adler

Erter the Serial Mo, [ ]

You can see the Spare Parts Portal order number with using Button “Spares order” (marked red) or with
clicking on the word “Confirmed” of the concerned material (marked green).

'Fu I‘I‘SU FOE POSSIRILITORS RNE ONFINITE

Home | Suppor | Logout

[ wem

Field Service
|- Techrical quastion
|- Ersin
| Transtation Tool
L Exgport
5 WM Nerwis
»» DIFS for WCM
 Spanes
3 Reports
ﬂw
* Customer
35 Heip

' Workorder Detail

Oy

Call Dat & Wl ko sy Partner call number Current Stalus
26 03 2008 SEEOOTIIN 7O GrderContrmation
Customer Hame Prosduct ECS

m‘ Soermens COMPUASES | o pori, Riobert YHEE S6EST 14
Hesponse Time repair time Date of Carriage MFS-Code

a o :

Service Type 5P Service Type Cusiomes

Errgn Brirgin

» Rapair siaded

» Upadabe service bype

v Cwder pants

» Return croer

» Charge stahus

& Anpodrbemart svangsd
» Hewp Malerial

v Cancs] Woriorder

» My Confrfsil

O dizr infformaties;

Order Ho: Compary:
Ixpress Haamie
Address: Harl-Schurz-Sir 17

3100 Pasdesksiar
Dot schbared

+ Eulll Riatarancs Nurmies
+ Prict wiekonder
v Redrash pags

] Detail Views

CURRENT wIEw: SraRES orner I

* Spared orgey

= Workorder History
v Systam History
* Irvoice

U] Sesrch for Warkonder / Sevial
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In case of an ADEX Order you can see the return order number and also the order number with a click
on material status “Returned”:

| material details

FUﬁTSU THE POSSIBILITIES ARE IMFINITE

Material

Material number Description Date Status
3E037472 HDD 380G SATA 300 7 2K SA8DCWWDE00J0-52 270320091342 Returned

Order location Total price CustomsDuty LSF Order How ordered
MIRC 1 73,53 EUR O O L] Ll
Material Details _

Return Type: RO7 Warranty: |:| CRL: |:|
Return Materialnumber: Sa037472 Limited Warranty: |:| Fit To Asset:
Return Humber: 8137126833 )imited Warranty Duration: 0 Fit To ErrorCode:
Return Code: Returnable:

Product Hierarchy: HD = 70 GB - 50 B

Delivery address

Order information

Order Ho: Company: hicroCat GmbH
Express [ Hame /0 Rohringer 5. n.
Address: Wiezengrund 10
92361 Berngau
Country: Deutzchland

As soon as you can see the Status “Despatched” in the Material Status at the bottom of the work order
Details, the spare part is sent out of the FUJITSU stock.

Line ktems
Material

Material number Total Status Order Ho RET-Ho RET ReturnCode KeepMaterial
8037472 3 Proposed - - ]
BE03T4T2 g Proposed BO04649065 - - L]
540021 54 1 Proposed 004640064 - L] - L]
540021 54 1 Canfirmed S004650002 - - L]
BE03T4T2 5 Confirmed 004649065 - - L]
B40021 54 1 Confirmed 004649064 - ] - ]
BE057472 5 Despatched S004649065 - - U]
B40021 54 1 CETpatcteT BOD4649064 8137126832 [ ] - L]
AREETATA a e v = el A A AT el 1

The Status displayed in the work order Details now is “SparesinDelivery”. (Explanation of all possible
Status in “Current Status”, please see chapter 7.2.2)

Provided that you have made the settings for Spare Parts Portal as described in chapter 2, you can
switch into the Spare Parts Portal with a click on the order number.
Here you can see the status of your order in section: orders overview -> order tracking.
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SELECT

v create order
v returns

* orders overview
T arder tracking
b shipment advice
Y reports
» spare parts catalogue

y complaints

USER
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Order Tracking

Here wou can see all open arders and all closed orders executed within the past 10
days.

by Order Nr. BO04E43065

by Order Status
open Orders
closed COrders

Order Date Range (oo mm. v

Begin: 0209, 2009
Miscellaneous
Order Type: FI—

Your Reference:
fonly purchase arders)

Call-Mr.

DELETE INPUT [+]

2.5.2 Using Spares of own stock

[+] START ORDERTRACKING

End: 16.09.2003

Waterial Mr.:

User-0:

[+] START ORDERTRACKING

You can use spare parts from your own stock (original FUJITSU parts) if wanted and available.

The processing in WCM WEB begins like the normal spare part ordering process. Therefore please start
your WCM entries as described in chapter 4.1.1.

Then proceed here:

You can change the order location of the selected spare parts to “Own Stock”.
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| order parts

FUT?‘I’SU THE POSSIBILITIES ARE IMNFINITE

Options
Delivery Comment

standard .
servicepoint O]
Customer (]
Delivery address ) | Pleaze Choose
free address (]

You selected the following spares.

Material number Description Entry Date

COR DD DUMMY (ROHS) 7
SHP: 43C40071 541 O 02.09.2003 1 = ]

setallt] | Own Stock v

53035464

Click on <Next> to proceed; in the following window all work order settings can be verified.

Click on <Finish>

An information screen confirms the work order was created.

work order status changes automatically from “Requested” to “Open”. Status will stay in status “Open”
until you change it manually with click on “repair started”.

(Only if you order spare parts from FUJITSU, then status changes from “Open” to “In Progress’
automatically.)

2.5.3 Ordering High availability parts (4h Service Packs)

2.5.3.10rdering

For high availability contracts e.g. 4h Service Packs, WO has to be opened in WCM Web as well.
However it is not yet possible to order spare parts in WCM. Please order these parts as “Own stock”.

To order high availability parts, please use in Spare Parts Portal the area:
“High availability service (HV) for FUJITSU and Multivendor spare part”.
In Field: high availability/ Freezing contract number you have to select the Serial Number.

2.5.3.2Parts Return
Processing the claim WCM checks, if all ordered material was returned (to claim check chapter 5.1.2).

For the high availability spare parts ordered the keep material flag (chapter 4.5) has to be set.
This is a workaround until the high availability orders are integrated in WCM.

2.5.4 Belated additional ordering

As long as a work order has the Status “In Progress” it is always possible to order additional material.
When opened the work order Details, you can order again with clicking on “Order parts” at Actions
section:
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Home | Support | Logout

% CH Workorder Detail sz

i~ Field Service + Repair started

i Technical guestion Call Date | Workorder i Partner call number | Current Status » Repir failed

g 09.03.2009 | 995002270015 | RepairStarted » Update service type
Transiation Tool Customer Hame Product ECS fUl

X ¢ Melanie, libor : WESDOOO0109 S1D1E

- By Response Time | repair time { Date of Carriage | DIFS-Code v Return order

= TR PEwnes o 1} - v Change status

= DIFS for WWiCh Service Type 5P Service Type Customer » Appaintment arranged
w Spares Door ta door Door to doar + Keep Materisl

=» Repors v Cancel Wiorkarder

- Seftnge CURRENT VIEW: cALL I | |, ... corronent

r+ Customer + Edit Reference Mumber
# Help Condition Symptom | Action + Prirt warkorder

1 - Alweays (during processing) - Dizplay ! Video & - System exchanged (indirect) v Refresh page

- Interference (stresk, flicker,

i tremhle)
YT ——
rder parts - Fujitsu Technology Solutions M =

v Call

| M
FUT?TSU THE POSSIBILITIES ARE INFINITE orderparts * MessageEs
v Customer
v Product

v Spares order

v arkaorder History
Spare Parts + System Histary
Material number Warranty LSF RET ECS FTA  quantity b Invoice

- manual selection

Manual input of spare part information. [ Search for Workorder / Seris
hat-Pdr: /-) hance List Wiorkorder | Serial Mo.

2.5.5 Bulk Orders in WCM WEB

2.5.5.1User settings

To use the option of bulk orders in WCM WEB, the user settings have to be completed by the Spares
Parts Portal credentials of the Service Partners.

FUT:['TSU THE POSSIBILITIES ARE IMFINITE

Home | Support | Logout

EB G User settings _ "
" Eclit it sedti
£ WEliEns User - Information
=+ CIFS for Wi Support ID: » Edlit figld service display
5SS WCMAccount: HOHH » Edit lineitems display
HHHAH

= Reports Company WHIOOE
¥ settings Salutation:
Lo Uzer zettings First Harme: HHAHH
=+ Customer surname: HHHH

Department:
=5 FED Phone:

Fax:

Mobile: OO0

Email:

Language:

Companylogo W

{change>>)

WCMWeb Supervisor: Mo

view workorder: owen location
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User Information

Salutation:

First Hame:

Surname:

Department:

Phone:

Fax:

Mobile:

Email:

Language:

WCM Password
Support 1D: 200416

new password: | |

repeat new password: | |

Press Button “NEXT”

FU[TSU THE POSSIBILITIES ARE INFINITE

Wehbsphere Password

WebSpherelD: |pED827D1 |

Password: | |

Repeat password: | |

Other Users

Surname First Hame Support ID WebSpherelD
Sporel Sazcha 200416 DEDE270
FI Tester Teat schark
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After the Websphere access details are entered the Spares Parts Portal order section is available.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Haorme | Suppart | Logout

= WK

= WK Mevrs SELECT

= DIFS for Wich + create order

o Spares » returns

b Services v Orders ouerview

*= Reports » Spare parts catalogue
= Seftings »  complaints

= Customer

= Help USER

2.5.5.3Bulk Orders

Services

An overview of our services:

Create Order Complaints

Here you can arder spare parts If there 15 a need to make a complaint
onling. please do 5o here.

Returns

Here you can return materials and
spare parts.

Orders Overview

Here you can track your current
orders and wview your past orders.

Spare Parts Catalogue

Here you can wiew your spare parts
catalogue (without ordering).

To place an order from your
catalogue please go to --=Create
Crder

If you “jump” from WCM WEB directly into Spare Parts Portal, via crosslink, orders will have delivery

priority BULK automatically.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

= W

= OWCH Mees SELECT

*+ DIFS for VWCM ~ create order

¥ ESpares » returns

L Services » Orders overview

= Reports » Spare parts catalogue
= Seftings v complaints

»r Customer

i = USER

Create Order: Delivery Information

Delivery Priority: &) gyl

CONTINUE [7]

Note:

Service charges may be added according to contract agreements.

Outside Germarny, for "Express” please check with our Order Managerment first,
whether your requirements can be covered by Standard priority.
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e
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Home | Support | Logout

2
3 WCM Nzves SELECT Create Order: Delivery Information
2 DIFS for WO -
ereate order Delivery Priority: Bulk [3] CHANGE DELIVERY INFORMATION

¥ Spares v returns
i Sarvi d i

services r Oreers guerview + four Reference;
»» Repors v Spare parts catalogue
4 Seffings , complaints « Additional refarence

(Call 1D Warkarder-Mr):

Er]

e el o High availability-
#r Help USER Freezing Contract Mr..

o Delay order release until (DDMM )
(Goods will not be resened):

» Contact person, Telephone:

Delivery Addresses | |

"Sold to" address:

: h o _UChhamer -

"Zhip to" addresses:
s

o
o
@]

If Bulk material will be used for warranty calls, then return order has to be advised in WCM WEB and the
related order number is to be entered manually.
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| return order
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go to Warranty- or GoodPart-Returns

Al neccessary Returnorders have allready been created (or no spareparts have been ordered).

Input field for DoA-, WPIB- and WDel-Complaints
Material number Return-Material number

Order Ho

Note

If you leave the field "Ordernumber” empty, then automatically a suitable purchase order will be
selected. Otherwise you can consequently enter a "Order Mo", then the return will be matched exactly
with this purchase order.

Attention

A return order will be created regarding to the selected Material and its Amount.

B ouit

2.6 Repair Process

2.6.1 Repair started

If the spare part is available, the repair process can be started.
First step is to manually change the status into “Repair started” (open the work order Detail Actions:

“Repair started”):

FUT?TSU THE POSSIBILITIES ARE INFINITE

Finish

Home | Support | Logout

*OWC

i Field Service

b Technical questian
i~ Ersin

i Tranzlation Tool
b Export

=5 OWICM Mewes

=+ DIFS for WiCh
= Spares

= Reports

== Settings

= Customer

= Help

Workorder Detail

Call Date | Workorder i Partner call number urrent Status
2003 2009 8595002270115 roderCanfirmation
Customer | Hame i Product CS

g‘:‘nﬁ" Siemens Compuers Schork, Robert VHEXDB4T1T

Response Time repair time Date of Carriage IFS-Code

a (o i

Service Type SP Service Type Customer

onSite { OnSite

Condition | Symptom | Action
A& - Ervvironment - Cold |G- General {4 - H-Repair with Spare
{3 - System does not hoot
LW Cithier

O &ctions
+ Repair started
v LpcfEte Service type

v Oroler parts

v Return arder

v Change status

v Appointment arranged
v Keep Material

v Cancel Workorder

+ Plesy Comment

v Edit Refarence Mumber
¥ Print workorder

v Refresh page

[ Detail Views
v Call

v MessanRs
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| repair started
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Change status

Change status to Repairstarted '

Comment

Repair started: 09.09.2009 8 "

Choose “RepairStarted”; click on <Finish>.
An information screen is shown that the status was changed; click on <Close> to shut this window.

2.6.2 Repair successful

After finishing the repair, the Service Call Status has to be changed into “Repair successful”.

Open the work order Detail and click on “Repair successful” in rubric actions:

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

% W Workorder Detail O actons |
- Field Service v Repair started
i Technical guestion Call Date | Workorder | Partner call number LG Stelys » Repair faied
‘. Ergin 20032009 | 935002270115 { Repairstarted + Update service type
] ) Customer | Hame | Product v Repair successul
i+ Tranzlation Tool Fuits Si Comat : : .
‘.. Export LIS SIEMENS LOMALETS o chark, Rabert | YHENOE4TIT | AGaNe » Order parts
o GmbH H H :
H H H v Return order
= WK Mews Response Time i repair time i Date of Carriage i DIFS-Code
0 ‘o : : v Change status
= DIFS for Wik i .
s Service Type 5P | Service Type Customer ' Appolntmerft arranged
pares OnSte onSite v Keep Material
=+ Reports v Cancel Workorder
7 Seings CURRENT WIEW: CALL ¥ Mew Comment
= Customer + Edit Reference Mumber
% Heln » Print workorder
Condition Symptom Action » Refresh page
A - Environment - Cold i - General i 4 - Hé-Repair with Spare
{3 - System does not boot
{ K - Cther [] Detail Views

Hint: It is not possible to change the status into “Repair successful” unless it was changed into
“RepairStarted” before!

The error code has to be confirmed after repair. Press edit to enter the error code screen; do changes if
necessary:
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| repair successful

Information
Condition Action
B - Environment - Cald G - General 4 - HW-Repair with Spare
Error Code
3 - System does not boat
& - Cther
Symptom
Error Code edit| ~ ° .
Solution
Call Accepted: 09.09.2009 g w[12]v]

E Error Code System - Fujitsu Technology Solutions

BEX]

Quit

Condition Symptom Action
0 - Failz fram initial power an A - Battery / Accu # - Other 0 - MaDefect Found / Functional Check only
1 - Always [during processing) B - Board / Ram / internal [0 1 - Explanation to custorer
2 - Sporadic C - Communication / external 10 3 - Ship customer replaceable urit
3 - Under high Load [ - Dizplay / Video 4 - Hw/-Repair with Spare
4 - During mechanical adjustment/movement E - Removable drives / changer B - Hw-Repair wo Spare
5 - Diuring start up G - General 7 - Hw-Repair and info to Partner
E - During switch off H - Hard disk A - 5w -Reload
7 - During Standby mode K. - Input device B - Sw-Update
8 - During Configurations| nztallation M - Mon technical C - BIOS firmware update
3 - Environment - Yibration P - Power / Chassis [ - Driver Update
A - Environment - Cold 5 - Software £ 05 E -Viruz removed
B - Environment - Hot T - Sound / Audio F - Operating Sustem reinstallation
C - Environment - Wt £ - Security J - Connectorddumper re-fitting
D - Ervironment - Dusty M - Custamer Application support
E - After Hw' upgrade M - Modification requested by manufacturer
F - After S/ /Driver/05 update 0 - Defective Spare
G - Damaged / dropped P - Cost estimate
* - Mot Applicable / unknown 2 - il not switch on [LED nat fit] 3 - Return to customer without Fepair
3 - System does naot boot F - Modification requested by Servicepartner
4-Beep code S - Forwarded external
5 - Auto gpstem off / reboot T - Forwarded internal
E - System crash U - Forwarded external with Spare
7 - System freeze * - ather
8 - System not able to shut down
9 - Cozmetic problem [scratched, dirty...]
A - Operating problem/ errar
# - Other
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[ .
repair successful

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Information

Condition Symptom Action
A - Environment - Cold G - General 4 - HWW-Repair with Spare
E Cod
frort-ode 3 - System does not boot
& - Other
Condition Symptom Action
| A=A - Environment - Cald G- - General 44 - H-Repair with Spare
E Cod dit
frort-ode € 3-3 - System does not boct
B-¥ - Other
Test Test Test
Solution Mandatory field! Has to be filled!
Call Accepted: 09.09.2008 08 w12 [w] |51 [w]

[ CTa— [Een

Click on <Finish> to proceed.
An Information Screen is shown that the repair is completed now.

Click on button <Finish> to shut the window; you are back in the work order Detail screen.

2.6.3 Repair failed - claim Double Flatrate

If the failure cannot be fixed at once, for pre clarified Help Desk assigned work orders you can request a
second flat rate to be paid by using the function “Repair failed — Double FR”. For reasons of process
government and active influence on the correct advice for the 2nd deployment on the same incident, this
process needs to be controlled by the helpdesk. WCM will forward the request for a Double Flatrate to
the Help Desk Team Lead in Support Assistant and will wait for a confirmation before adding the
requested double flatrate to the work order. The status of the claims in rubric Double Flat Rate Calls
changes to DoubleFRApproved. Subsequently you can proceed and finally change the status to repair
finish.

If the double flatrate request is rejected by the HD team lead an additional status (Double flat rate
rejected) will be sent via a status update. Here as well the process can be proceeded, e.g. set repair
finish status. Only the normal flat rate is reimbursed.

You have to wait for the Helpdesk decision before you can continue the work order process.

A double flat rate is only possible once per work. If the repair still fails a new work order has to be
obtained from the FUJITSU Help Desk, the old work order has to be closed.

The work order can be claimed including the already approved double flat rate.

Hint:
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Rejection or acceptance depends on your comment. Only if everything is clear and plausible, HD will
accept directly. Else the FUJITSU HD will ask you for more explanation or new failure diagnostic with
end customer.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

2 o Workorder Detail
- Flald Sarvica (overview |l

i Technical question Call Date i Workorder i Partner call number | Current Status » Updiate service type

b (Bl 19.02.2009 i 995002254173 | MCST-B1 2598 | SparesinDelivery v Qrcer parts

g ) Customer ! Hame ! Product L ECS v Return order

= Tranzlation Tool : : :

; ! o { VKWHODED L1B124 » Change status

" s kesponse 1me { repair ume | Date of Carriage | DIFS-Code THmeTT SrTange

£ WeliiERs o o L + Repsir Failed &nd Double FR
= DIFS for WiCh Service Type 5P i Service Type Customer " .

w Spares Onsite with pre-clarification OnSite with pre-clarification » Cancel Workorder

> Reports + Mewy Comment

2 Settings CURRENT VIEw: caLL I | |, ot Feference Mumber

» Customer v Prirt workorder

= Help Condition | Symptom | Action v Refresh page

1 - Alweays (during processing) B - Board ! Ram {internal 2 4 - HWi-Repair with Spare

1 - Error message

2 - Memary [ cache L] Detail Views

Enter your comment as detailed as possible what exactly failed.
Then click on <Finish>

| request flat rate

FUT?'I‘SU THE FPOSSIBILITIES ARE INFINITE

Repair failed

Change status to RepaitF siled sndDoubleFR ™

Repair failed|

Reason

In the Status List you will find all Calls with double Flatrate in status “Double Flatrate Calls”.

FUT?TSU THE POGSIBILITIES ARE INFINITE

Home | Support | Logout

B T Service Calls (Assigned)
o Fi ; h ice call
- Field Service Wiorkorder § SP-Ref: l:l Serial Mo l:l RT: |:| b e servite oA
i Technical question
b Ersin Workorder 2| SerialNo. 2| Customer 5 Date 3 | RT 3| Status & | Call Mumber 3 m
i Transiation Taol 995002251161 | YHJMOO3008 z‘;’r';?:di'fsm;;i'_‘ 13082009 0 SssignedFCo » Requested (0
: " R » Rejected (5]
e Export Fujitzu Siemens .
P 595002281169 | DNAso0tont | el ETE 21.08.2009: 0 AssignedFo v Assigned (131
Fujitzu Siemens . ¥ Dpen (18]
= S fa G 995002281170 | D030zt | R ETE 21.08.2009; 0 A ssignedFCo i
= Spares 995002281205 YHJRODT010 E‘;’;i‘:é’fsmg;i'_‘ 25082009 0 33ignedFCo (" + Double Flatrate Calls (1)
¥+ Reports it S v B tion (0
- 995002231186 | vBBCOMoony | Uiy Siemens 25.08.2008 0 AssignedFCO ] o
w2 Settings ‘ | Computers GmbH ‘ : + Repair successtul (181
T | oo D vimeismannnn© PUitEU Siemens P A E « T rlaim arver (17

The HD decision is reported in the status overview.
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Haorme | Support | Logouot

= WCh
i Field Service

i~ Technical questian

Service Calls (Double Flatrate Calls)
‘Wiorkorder § SP-Ref: l:l Serial Mo

Serial Mo, 5

v Mew zervice call

Customer 5

Workorder 5

»x DIFS for WChi

i~ Ersin i
- Transiation Too 995002254173 | YHWHODEOME | GAF AG 119022009 | 0 | DoubleFRApproved | WCST-612596 + Requested (0)
% Epan) — v Rejected (5)

v Aasigned (120
= OWICH Mewes

v Open (17
v In Progress [56)

As well in the work order History the HD decision can be tracked.

CURREHT VIEw: woORKORDER HISTORY I

Workorder Histony

Start

19.02.2009 09:26:353
19.02.2009 09:258:13
19.02.2009 09:42:16
19.02.2009 09:44:14
19.02.2003 093:46:04

19.02.2009 18::31:07

03.09.2009 13:11:03
09.09.2009 14:11:25

| Procedure | Comment

i Azsigned :

{ HD Open :

Cipen WD Aooepted

! SparesCrdered ! Set by WO after arder at MIRO. Material ordered

! OrderConfirmation ! Set by WIS after MIRO tem line insertion. Order confirmation

) { Set by WCM after MIED tem line insertion. Spares in delivery
i SparesinDelivery i

: idizpatch)
! RepasirFailedandDoubleFR | Repair failed
| DoubleFRApproyed ! DFR accepted

2.7 Cancellation of work order

You are able to ca

ncel the work order until status “To Call”.

Use button <Cancel work order> on Action list.

If material has bee
Material based on

n ordered, please return it as good part return before you cancel the work order.
ADEX related orders please return by using the prepared Part Return Form on which

you note “unused”.

v Repair started

v Update zervice type
v Drder parts

v Return arder

v Change ststus

v Appointment arranged

v Cancel Workorder

v Mesy Comment

v Print sworkarder
v Refresh page

+ Edit Reference Mumber

In the following window you have to choose a reason for cancellation and enter a description.
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Cancel WO
Pleaze erter the reason for canceling this Warkarder. Pleaze select W

Fleaze select

End customer cancelstion

FCO not accepted by SP

Wis not accepted by SP

Ot of warrarty, customer refuses repair fee

Oonly far Testcases

2.8 Returning Spare Parts

2.8.1 Return order advise

Before sending parts back to FUJITSU Warehouse in S6mmerda, you have to advise the return in
WCM.

2.8.1.1 Adex Orders

In case of ADEX order, return order is already created. The part return form is printed and shipped with
the ordered spare part.

Regarding the physical return process, please keep in mind the differentiation between RET-/RP-parts
and N*-parts:
* R*-parts (WCM code is RET) have to be returned to FUJITSU.
* N-parts have only to be advised. Do not send these parts back to FUJITSU. BUT, good parts have
to be returned to FUJITSU.
* NV parts are consumable parts and have only to be advised. Do not send these parts back to
FUJITSU. Difference to N-parts: good part returns are not possible.

Detailed return terms are shown in the Service Logistics Manual at
http://partners.ts.fujitsu.com/com/service/general/service-spares/manual.

Only in case of an Advanced Exchange (ADEX), e.g. if you have ordered only one part, the return order

number is created with the order already. The part return notification is done automatically and the return
order created already. The Part Return Form is available from the Spare Parts Portal and can be printed
out up to 30 days when the (RP) defective part or a good part is to be send back.

In case of Non ADEX orders (e. g. if more than one part was ordered) you advise the return as follows:

2.8.1.20rders with more than one part

In case of Non ADEX orders (e. g. if more than one part was ordered) you advise the return as follows:


http://partners.ts.fujitsu.com/com/service/general/service-spares/manual

Service Operations |Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool

FUﬁTSU THE POGSIBILITIES ARE INFINITE

Page 71/112

Home | Support | Logout

T WWICh

i Field Service

i Technical questian
i Ersin

i Translation Toal
Export

i WWICH Mlews

»x DIFS for WiCht

Workorder Detail

o ‘o

Call Date i Workorder
24022009 i 995002264908
Customer { Hame

F

¢ iE

kespunse inne repair time

i Partner call number
{ MCST-612681
{ Product

| VKEN EB34E
Date of Carriage

i Current Status
| SparesinDelivery
CECS

L 1C2Ed
| DIFS-Code

Service Type SP

| Service Type Customer

v Repair started
v Update service type

v Oroer parts
v CRange status

v Appointment arranged
v Keep Materisl
v Cancel Yworkorder

= 5 N
=S Bringln i Bringin v Pew Comment
> Reports - v Edit Reference Mumber
% EEHEE CURRENT viEw: L1 |y | | Frint vorkarder
= Customer v Refresh page
rr Help

andition

| Swamindom

Pofetinn

Mark the parts, which you want to advise (and send them back to FUJITSU, if RET-parts):

| return order

FUﬁTSU THE POSEIBILITIES ARE IMNFINITE

HDDr 12008 SEAGATE ST 2082245
SATA P SGT. ST 2052285

Order Ho Return-Material number
| | 000000000034005529

000000000034005529 MIRC Ol

GoodPart

O

Description Material number Total
[ HOD 12058 SATAMOB 5 4K WWDiC
WDZHAD 200BEN S-508

Order Ho Return-Material number
| | 000000000034006892

Order Location

000000000034006392 MIRC Ol

GoodPart

O

Input Field for Good Part Return or additional used spares
Order Ho Material number Return-Material number

O | || ||

GoodPart

Quit Finish

Click on <Finish> to close the window.

Now the parts are advised.

With a click on Material Status “Returned” you can see the return order number in the next window: Click
on <Finish> to close the window.
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Home | Support |

S

R

- Field Service

i Technical question

i Ersin

- Trangzlation Tool

L. Export

-

E

B

-

-

=

B

WiCh] Mlevs
DIFS for WYCh
Spares
Reports
Settings
Customer

Help

Logout

Workorder Detail

Call Date | Workorder . Partner call number . Current Status
07 .05.2008 | 985002261078 | OrderConfirmation
Customer | Hame ! Product {ECS

Fuittsu Siemens COMPUErs o Robert | YHEET 46670 C 2HMT4
Response Time | repair time | Date of Carriage | DIFS-Code

0 o P - :

Service Type 5P Service Type Customer

Bringin £ Bringin

CURRENT wiIEw: L1 |
ECS | |

Condition ! Symptom i Action

2 - Sporadic i H - Hard disk i 4 - Hw Repair with Spare
{ M - Mechanical problem
i 1 - Hard disk - internal

Problem Description
Fdalzalthidhflhilkhflakfatzlkashfkeaf

Line tems

Material number Total Status Order Ho RET-Ho RET ReturnCode HKeepMaterial
8037472 1 Propozed gO004E49961 - - [l
8037472 1 Confirmed gO004E49961 - 1 - ]
8037472 1 BO04649961 5137126962 - O

Labour

Material number Status Total price

WY FLATRATE Ok 1 40 50 ELR

-
=
=
(=]

A=A

m
e
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| material details

FUﬁTSU THE POSEIBILITIES ARE IMNFINITE

Material

Material number De=scription Date Status
GE057472 HOD 80GE SATS 300 7 2K AADCWDE00J0-52 07 .05.2009 14:30 Returned

Order location Total price Custom=sDuty LSF Order How ordered
MR 1 7353 ELR O O] L] L]
Return Type: R4E Warranty: |:| CRL: |:|
Return Materialnumber: Limited Warranty: D Fit To Asset:
Return Humber: < 81371 26962 }imited Warranty Duration: 0 Fit To ErrorCode:
Return Code: Returnable:

Product Hierarchy: HD = 70 GB - 80 B

Order Ho: 004649961

Express |:|

Click on the return number and you will be transmitted into Spare Parts Portal. Here you can print out
your PRF form, which you need for sending back the defective parts (see chapter 4.4.2). Please note
this return order is only saved in the system for one day, therefore the PRF must always be printed out
the same day.

2.8.2 Physical part return

For the physical part return it is necessary to enclose the PRF-Form, which must be printed out of Spare
Parts Portal.

Clicking on the return order number, as described in chapter 4.4.1, you will be routed to the Spare Parts
Portal to section “order overview” in the "order tracking” function (as shown in second screenshot)

Screen Spare Parts Portal:
Please have in mind this functionality is only available if initial settings in your Service Partner Profile
have been maintained accordingly. See chapter 2.1
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| material details

FUI‘TSU THE POSEIBILITIES ARE IMNFINITE

Material
Material number De=scription Date Status
8037472 HOD 0GB SATA 300 72K AaDCWDE00J0-52 07.05.2009 14:30 Feturned
Order location Total price Custom=sDuty LSF Order How ordered
MR 1 7353 ELR O O] L] L]
Material Details .
Return Type: R4E Warranty: |:| i CRU: |:|
Return Materialnumber: Limited Warranty: D Fit To Asset:
Return Humber: < 81371 26962 }imited Warranty Duration: 0 Fit To ErrorCode:
Return Code: Returnable:
Product Hierarchy: HD = 70 GB - 80 B
Order information Delivery address
Order Ho: 004649961
Express |:|

SELECT i Order Tracking

o createorder ! Here you can see all open orders and all closed orders executed within the past 10

v returns odays.

' orders overview
order tracking

b shipment advice ' by Order Nr. 9137126962 [+] START ORDERTRACKIN
s : 137126962
+ spare parts catalogue '
L _u;mplan'_nts """""" . by Order Status
"""""""""""""" open Orders
USER 5 closed Orders

Order Date Range oo.mm. o

Bean Eno

| Miscellaneous

Order Type: Material Mr:

¢ Your Reference: User-Io;

© (only purchase arders)

o Call-Mr

|

[+] START ORDERTRACKIN

| DELETE INPUT [¥]

Please choose the correct return order number, press button “Start Ordertracking” and mark “Details” in
the next screen:
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SELECT

Order Tracking

v create order

Total records found: 1

' orders overview

-

order tracking
Y zhipmert advice
b reports

Order Mr. | Order Type | Status | User B i : | Details

3137126962  Return DEDS1141  DECS137126962 f 07052008 @
Q950022531 07S

em——— T ad

Click on ‘Show print page return’ (on bottom right side of the page) for a printable version of the part
return form.

SELECT Order Tracking Details
o createorder Order Nr.: 5137126962 Order Date: 07.05.2009
: _r_e_tci"_r_" = . Order Type: Return Crder Your Reference: DECE137 126962
ories e Order Status: open Call Nr.; 995002281078
orcler tracking
Y shipment advice Replacement Order 8004649961 User: DEDS 1141
_____ oreports Hr: Delivery Address:  Fujitsu Technology
y spare parts catalogue Return Type: Product Warrar‘lt‘_-,-" Solutions GmbH
v complaints with Feplacement Spares Return
""""""""""""" Center

Rampe 17/18
Erfurter Hohe 8

99610 Sdmmerda
German{.,.f
De=cription
BE03TAT2 NADCIWDE00JD-52 15T 7353 EUR
HOD 20GHE SATA 300 721K
Total Credit (VAT not included): 73.53 EUR

=
=)
m
-l
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The return form must be printed out and attached to each part being returned.

2.8.2.1Return Code registration

The Return Order reasons announced by the Service Partner might have changed during the posting of
the defective part in the reverse logistics in Sommerda. E.g. the part might be send in as defective
warranty return because the Part Return Form accompanying the spares packages of ADEX deliveries
already carries this code. However if the parcel is resend in original packed status, FUJITSU can store it
again without preceding repair loop. The intake is booked as good part return, the return code is
changed accordingly.

allalw(e| [wa(Ba =|[o|dz@al«ia] s @)
ltern Type ™| Material Cescription Order Location |Return CGod| Order Mumbet Asset Fif
FR 3 WY FLATRATE g
MATD 0000000000380 506  |[WGAASLIS ENTI00SE 64/256MB DIl TWOLIT ] 800327039494
000000000038001326  |MB MSIMS-7293 WP PATH SOCKET 774 ] 80037089594
MATC 0000000000328001506  [WGA ASLIS ENTI00SE A4/256MAB DIl TVOLIT =] 2003703354
000000000038001326  |[MB MSIMS-T293 WP pATH SOCKET 778 ] 8003708954
MATF 000000000038001506  |WGAASLIS EMTI00SE 64/256MB DWI-| TVOLIT |FSC MIED 17131938 H
000000000038001 326 [MB MSIMS-T293 VP pATH SOCKET 774 FECMIREO & 17131938 H
MATR 000000000038001326  [MB MSI MS-7293 WP pATR SOCKET 774 & | GOooD 81359745821 |H
000000000038001506  [WGA ASLIS ENTI00SE 64/256MB DYI-l TWVOLT g (DFC 8135974484 |
Line item details in WCM WEB:
" material details

FUﬁ]‘SU THE POSSOIBILITIES ARE INFINITE

Material
Material number Description Date Status
88037460 HOD 250GB SATA 300 72K JWDCWD2500)S 11.08.200914:45 Returned
Order location Total price CustomsDuty LSF Order How ordered
| MIRO 1 146,10 ELR O 0l ] L]
Return Type: R4G Warranty: 1 CRLU: L]
Return Materialnumber: Limited Warranty: D Fit To Asset:
Return Humber: 2137112718 Limited Warranty Duration: 0 Fit To ErrorCode:
{ﬁ.eiurn Code: 0 ODj Returnable:
i Product Hierarchy: HD = 150GE - 250GHE

Order information Delivery address
Order Ho: S004650190
Express |:|

If the field service display in the user settings is maintained accordingly, the return code can be displayed
in the Work Order Details as well:
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. WCK Article Code
: - Type
e AR Plesns Total
: price
-
DIF = for WWiCh Customar
= Spares RET
LSF
b
i Ordlerhlay
¥ Seftings » Edit account settings Statuz
i v Edit field service display Crder Mo
Uzer zettingz b : RET-Mo
= Customer » Bt inetems display Heephlaterial
b SUpervisor ReturnType
Aeiac ReturnCode
FUﬁTSU THE POSSIBILITIES ARE INFINITE
Home | Support | Logout
% o Workorder Detail O actions |
b Field Service v Reset To claim

i~ Technical questian
i Ersin

i Translation Toal
Export

w2 WCH Rlewnes

*x DIFS for Wk

= Spares

=x Reports

== Settings

= Customer

=x Help

Call Date
07.01.2003
Customer

Response Time
48

| Partner call number

{ ToClaim
| Product {ECS
L YHTTO0144 Rl

| Date of Carriage

| Current Status

! DIFS-Code

Service Type SP
OnSite with preclarif. 45h pert.

| Service Type Customer .

| OnSite with preclarit. 45h perf.

CURRENT VIEw: C L L. |

ECS
Condition
1 - Alwvays (during processing)

| Symptom i Action

{ - General {4 - HWRepsir with Spare
2 - Wil ot svitch on (LED not i) i

| ¥ - Other

v ey Comment

+ Edit Reference Mumber
v Print wearkorder

v Refresh page

[] Detail Views

v Call

v Messages

v Customer

v Procuct

v Spares order

v Workorder History
v System History

v Irvoice

—

Line tems
Material

2.8.3 Return orders in case of alternative material taken from own stock

Material number Total Status
34009635 1 Proposed
24009570 1 Propozed
24009635 1 Propozed
ge0ay112 1 Propozed
34000835 1 Confirmed
34009870 1 Confirmed
34000635 1 Confirmed
Sa0s3v12 1 Confirmed
340096355 1 Deszpatched
34009870 1 Despatched
340006835 1 Despatched
sa03T12 1 Deszpatched
F4009655 1 Returnedd
2ANNaETN 4 (== TET o]

Order Ho RET-Ho RET
2004818429 - -
8004803728 - -
8004796314 - -
004767442 - O -
2004818429 - O -
2004803728 - -
5004796314 - -
8004757442 - Ol -
8004818429 8137341891 [ -
8004803728 $137323921 :
8004796314 5137314580 OFC
2004727442 137303072 [ | oFc
5004515429 137341591 G000
2nrnd n=T s =4 272201 m

ReturnCode HeepMaterial

Jooooooooogdod

The material number in the spare part proposal in WCM may differ from the material number delivered
by FUJITSU spares operations if alternative parts are supplied. WCM and the spares application will
take this into consideration in the fit to asset check during the return order process.
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You may use alternative parts (original FUJITSU material) from own stock as well as long as the part is
defined as alternative spare part for the related asset in the spare part catalog. You can check this out
using the Translation Tool check function described in chapter 1.1.8 Selecting Spare Parts with
‘Translation Tool’ (virtual Fit-to-Asset Check).

2.8.4 Return orders for out-of-warranty systems

In case a Service Partner wants to return material, which has been used for an out-of-warranty repair
the Spare Parts Portal should be used. Defective part return will be credited with a ‘residual credit’, if
some applies to the part. In the Spare Parts Portal interface select ‘returns’ and go to ‘return defective’.
Detailed information is available from the Spare Part Portal Manual chapter 6.2.

2.8.5 Return orders for work orders after 90 days

To align WCM with the contractually agreed deadlines for spares returns in the FUJITSU Service
Partner agreement for the delivery of spare parts, the age of a work order is checked. The return period
for part returns is 90 days and work order dates are checked to validate that part returns for work orders
after not older than 90 days1l).

The repair start date will be considered. If no start date is available yet, the Work Order Call Date is
retrieved. If a defined threshold is exceeded (currently 90 days), the MIRO Warranty check result is
negative and a new warning message appears in the Spare Parts Portal:

“WCM-Error (work order older than 90 days No return order allowed)”

1).
value set Feb. 2008

return order

FUTT‘I’SU THE POSEIBILITIES ARE IMNFINITE

Returnorder
The return period for the material has expired.
To proceed please choose option "Keep Material'.

2.8.6 Claim Reference on Part Return Form.

The partner internal call number/text recorded by the Service Partner as Claim Reference is displayed
on the Part Return Form for all Product Warranty Returns.
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FU]?TSU TRE PRESIROLIRINE LRE yOFARIRE

Home | Support | Logoul

SN Workorder Detail
Fisld Sarvica
= Techrcal question Call Dister ‘Wor korder Fartner call ramihag Current Sslue
Ersin 24 02 2003 TesztRob RepairSLccesai
. Transistion Tool Cusiomear Hamsa e — ECS
VEANGSERS 1204 v Deder parts
~ Export SONSE | e rup-:lr“ Date of Carriage DaF S Code
WM Mewrs 43 0
¥+ DFS for WEM Sarvicn Type 5P Servica Typa Custormer
> Spares NSk 45 periomance riSte 450 performance
¥ Fapods
w5 CURRENT WIEW: CALL
¥ Cuplomer Rte Ut
> Hslgy ol itiod Synplom Action
Abarerys [(Ouring processing B - Board J/ IRam J/ inbeerial 10 4 - M Repar with Spare ] Detail Views
1 - Mo fncticn recogninn ca
Confirmation - Product Warranty Return
Delivery Address:
Fujitsu !
Spares Supply Center
Rampe 17 + 18
Erfurter Hohe &
99610 Sémmerda
Germany
D00 O
Customer Nr.: 001127 Return Order Nr.: 8134353898
Customer: | RMA Nr.: DEC8134353858
.
GmbH
Germany
User: Webservice WCM
Phone: +49-(0)1805-003 1
Fax: +49-(0)3634-330
E-mail: spares@fujitsu-siemens._com . .
pares@fu Service Partner Claim
Your Reference: TestRob «i Re'erence recorded in
Additional 995001400007 .
reference: WCM WEB by Service
Identity Nr.: YBCM234345 Partner.
Defect Type:
Material Nr. / Part Nr. Quantity Credit Price
Description
88031660 / WDC:WDB00BB 18T 78.97 EUR
HDD B0GE ATA 72K
Total Credit (VAT not included): 78.97 EUR
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2.8.7 Fill return mask in WCM WEB

The data for return orders in complaint processes or good part return are prefilled after selecting the
return option. Example, for details see 4.6 below.

| return order

FUﬁT‘SU THE POSGEIBILITIES ARE INFINITE

-BIT- 2ND BATTERY UNIT (BCELL

O sanomar  Fu.cpost assxx HOOnBoRoAnGE0sSS20 MR O o
Order Ho Return-Material number
so0ss008s7 000000000085039520

Input Field for Good Part Return or additional used spares

Order Ho Material number
(8004600657 | |ooo000000034024372 | 1
GoodPart
Materiallumber = Materialnumber according to delivery note

Note

If you leave the field "Ordermumber” empty, then automatically a suitable purchase order will be
selected. Otherwise you can consequently enter a "Order Ma", then the return will be matched exacthy
with this purchase order.

Attention
A raturn order will be created reqarding to the selected Material and its Amount.
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| return order

FUT?TSU THE POSEIBILITIES ARE INFINITE

L 3B00MAH) / FLLECP2E1 Q45w LIULUULUUUUGS S0 [T [ [

Order Ho Return-Material number

S004E00857 O000o0000aa0s3039520 |

DoA WPiB Whel
] ] ]

Input field for DoA-, WRIB- and WhDel-Complaints

Order Ho Material number
8004600857 | |noooooooonssoagdsz | 1

DoA WPIBE WbDel
O O

Materiallumber = Materialnumber according to delivery note

MNote

If you leave the field "Ordernumber” empty, then automatically a suitable purchase order will be
selected. Othenwise you can conseduently enter a "Order Mo", then the returmn will be matched exactly
with this purchase order.

Attention
A return order will be created regarding to the selected Material and its Amount.

2.9 Keep material flag

2.9.1 Customer keeps material

On line item please mark single spare parts kept by the customer.
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| Sascha Spdrel

[=o}
FUIITSU THE POSEIBILITIES KRE INFINITE micraCAT EDY Vertriehs und Software GmbH

Haome | Support | Logout

=+ DIFS for WCK

1)

0

Date of Carriage

| DIFS-Code

- .
B G Workorder Detall
i Field Service + Repair started
&+ Technical question Call Date Workorder { Partner call number i Current Status + Update service type
e [ 19.03.2009 995002270114 { SparssinDelivery + Order parts 1
; . Customer Hame { Product {ECS » Return order
i Translation Tool : :
‘. Export FuieL Siemens COMPUASIS  candzions, Geory | YKETOD1720 Came » Change status
m : : » Appoint arranced
=T Mewys Response Time repair time

v Keep hiateris

Service Type 5P

i Service Type Customer .

+ Cancel Workorder

B S onStte { Orsite » e Commert
w Repotts - + Elit Reference MNumber
= Settings CURRENT VIEW: CALL * Print wworkorder
== Customer v Refresh page
— Additional Information {SVWAP):
SWAP Process: Please take a note of both Serial Humbers for subsequent entry in WCRM! [ Detail views
'€ Keep Material - Fujitsu Technology Solutions | ] m + Call
© | K terial _|_ » Wessages
eep material
FUIITSUI’IE FOSSIBILITIES ARE INFINITE P + Customer
v Procluct

¥ SRAres Order
v Wiorkorder Histary

» System Histary
ordered spares

Do scription
[T SERVER BLADE MASTER BXE30 52

v Ireenice

[] Search for Workorder / Serial
Winrkorder / Serial ho
erial

Material number Total

000000000038006712

Order Location
FSC MIRD

Don't use Keep Material Flag for TopUp Services including HDD discard. Return Order is mandatory and written confiy
has to be send to Spares Operations instead of defective part.

[ Adier

Service Partners maintaining systems with Top Up Warranty including HDD discard (“Service mit
Datenschutz” if sold in Germany) shall not use this function as those return orders shall not be cancelled.
WCM WEB is giving instructions on the bottom line of the keep material screen.

For orders updated with the keep material flag no return order is expected.

As for each ADEX order a return order already exists, the keep material flag triggers an automated info
mail to Order Processing Spares. Order Processing Spares will cancel the return order.
With Cancellation the return code CANCL is transferred to WCM Web.

A new flag on line item level is added. You can change setup as in chapter 2.3 Edit line items display
described. The flag is set in the “despatched” line if ordered in Spare Parts Portal and in “proposed” line
if it is an own stock order (see below 4.5.2 “Own stock material kept”)

Line kems

Material

Material number Total
38006712 1
38006712 1
38005712 1
38005712 1

Status
Proposed

Order Ho RET-Ho RET
5004549002 -
5004548002 - L]
004549002  CANCL L]
5004649002 5137126524

ReturnCode KeepMaterial

Confirmed
Despatched
Feturned

L]
D/
L]

Material number Status Total price

2.9.2 Own stock material kept

As WCM supports the SP to create return orders for all ordered spare parts, a warning message is
displayed if the SP claims before all return orders have been created. See 5.1.2 ToClaimError. For parts
ordered from own stock this means you have to set the keep material flag for all parts proposed but not
used for the incident.
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2.10 Good part return and complaints (DOA, WPIB and WDel)

With action “Return order” you get the following screens. You can choose between creation of “Good
part” return or complaint cases “DOA” (spare part is dead on arrival), “WPIB” (wrong part in box) and
“WDEL” (Wrong delivery).

As a default the defect return and the Good Part return function is displayed. If you want to switch to the
complaint orders (DOA, WPiB, WDEL) please press the bar “go to Complaint”.

| return order

FUﬁTSU THE POGEIBILITIES ARE IMNFINITE

Warranty- or GoodPart-Returns go to complaint (DOA, WPIB, WDel)

Description Material number Total Order Location RET LSF

-BT- 2ND BATTERY UNIT (GCELL
O senomar s Fuscrastses.xx OHOROORONEE05520 MIRC O o

Order Ho Return-Material number

ao0ssn0ss7 DO00000000SE039520

Description Material number Total Order Location RET LSF
[] Board, BT-AMNT fFLLECPS3 590-5% Q00000000034005969 hlRC O O

Order Ho Return-Material number

|SDD4EDDEST| 000000000034005969

Input Field for Good Part Return or additional used spares

Order Ho Material number Return-Material number
O | || || | 1
O

After pressing the bar “go to Complaint”, the order options displayed change:
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FUﬁTSU THE POSSIBILITIES ARE INFINITE

| return order

Page 84 /112

Complaints go to Warranty- or GoodPart-Returns

Description Material number

Order Location

-BT- 2MD BATTERY UMIT (BCELL
L1 aenamar £Fu: craet 945 xx HoROROoN0NEEnS9520 MR 0 o
Order Ho Return-Material number
|SDD4EDEST Q0000000003s032520 |
Do#A WPiB Whel
] . O]
Description Material number Order Location
[] Board, BT-AMT fFLLECP331590-5% Qo000o000034005969 IR O d
Order Ho Return-Material number
| 000000000034005969 |
DoA WPiB Whel
| ] ]

Input field for DoA-, WPIB- and WDel-Complaints
Order Ho Material number Return-Material number

O | || ||

=

I

Finish

With choosing one of the complaint buttons a new line is shown. The order number is pre-filled.
The data for return orders in complaint processes or good part return are pre filled after selecting the

return option.

2.10.1 Dead on arrival (DOA):
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| return order

FUﬁTSU THE POSSIBILITIES ARE INFINITE

L] Board, BT-AMT fFULCPE3 590-KX 000000000034 005969 [ 1] Pl L
Order Ho Return-Material number
| D00000000034005963 |
DoA WPiIB Whel
Cl Cl Cl
Input field for Dod-, WPIB- and WDel-Complaints
Order Ho Material number
600460657 | |ooooo0o0008803753 | 1
DoA WPIE Whel
O O

Materiallumber = Materialnumber according to delivery note

Mote

If you leave the field "Ordernumber” empty, then automatically a suitable purchase order will be
selected. Otherwise you can consequently enter a "Order Mo", then the return will be matched exacthy
with this purchase order.

Aftention
A return order will be created regarding to the selected Material and its Amount.

Then click on <Finish>

As confirmation you receive the following screen:

| return order

FUﬁTSU THE POGEIBILITIES ARE IMNFINITE

Information

The request for return orders iz placed. Check arder confirmation (513... 1 in detail view "call.
Q00000000058037 53

Remember:
If you only mark the little box in front of the description a normal warranty return order is created.
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2.10.2 Workaround for DOA after repair finished

1. Repair:

Service Partner has opened WO# A with order 8000123456. After the SP finished the repair and sent
back the defect part he can claim WO# A.

In case the new part again is defective shortly after repair the DOA rules apply.

2. DOA repair

The Service Partner has to create a new order for the (again) needed spare part in Spare Parts Portal
without WO#. For this order the SP receives an invoice.

After the repair is finished, the SP has to send the DOA part back to S6mmerda together with the
delivery note and a visible comment on it stating: DOA for order 8000123456 [original order from first
repair].

Important: NO return order has to be advised from SP!

With goods receipt in Sémmerda the FUJITSU Clearing will enter the appropriate warranty return order
for the DOA part. Precondition: the system serial number still is under warranty.

The comment the SP noted on the delivery paper "DOA for order 8000123456", will be entered into the
return order as reference.

These complaint orders and return orders are not shown in WCM, because there is no WO# reference
entered.
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2.10.3 Wrong part in box (WPIB):

| return order

FUﬁTSU THE POGEIBILITIES ARE IMNFINITE

Description Material number Order Location
HOD 12058 SATAMOB 5 4K SEAGATE [
' v
eyt O0000000008E037843 MR O
Order Ho Return-Material number
0000000000037 843 |
DoA WPiIB Wwhel
O ]
Input field for DoA-, WPIB- and WhDel-Complaints
Order Ho Material number Return-Material number
| | |ooooooooooss0aTE4s | |ooooooooooss0sTE4s | 1
DoA WPIB Whel
. .

Materialnumber = delivered according to delivery note
Return Material = will be recorded by Fujitsu Technology Solutions

Note

If you leave the field "Ordernumber” empty, then automatically a suitable purchase order will be
selected. Otherwise you can consedquently enter a "Order Mo, then the return will be matched exactly
with this purchase order,

Then click on <Next> and <Finish>

As confirmation you receive the following screen:

| return order

FUT?TSU THE FPOSSIBILITIES ARE INFINITE

Information

The request for return orders iz placed. Check arder confirmation (813... 0 in detail view "call".
0o0o000000083037343

Remember:
If you only mark the little box in front of the description a normal warranty return order is created.
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2.10.4 Wrong delivery (WDel):

| return order
FUﬁTSU THE POSSIBILITIES ARE INFINITE
HDD 32008 HIT ACH! HT 5545032894300
W
O (sarens 000000000034024375 MIRD ]

Order Ho Return-Material number
| 000000000034024375 |

Do WPIB Whel

O F ]

Input field for Dod-, WPIB- and WDel-Complaints
Order Ho Material number Return-Material number

|8004600657 | |000000000034024375| | |ooooooooo0ss0a7ess

DoA WPIE Whel
Materialnumber = delivered according to delivery note |:| |:|
Return Material = will be recorded by Fujitsu Technology Solutions

Note

If you leave the field "Ordemumber” empty, then automatically a suitable purchase order will be

selected. Othenwise you can conseqguently enter a "Order MNo", then the return will be matched exactly
with this purchase order,

Attention
A return order will be created regarding to the selected Material and its Amount.

Then click on <Next> and <Finish>

As confirmation you receive the following screen:

FUﬁTSU THE POSSIBILITIES ARE INFINITE | return order

Information

The request for return orders iz placed. Check arder confirmation (513... 1 in detail view "call.
Q00000000058037 53

Remember:
If you only mark the little box in front of the description a normal warranty return order is created.
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2.10.5 Good part return:

2.10.5.1 Good part return order for RET and N-parts

| return order

FUﬁTSU THE POSSIBILITIES ARE INFINITE

-BT- 2ND BATTERY UNIT (BCELL

D1 aoomar s Fu.-crast sas-xx HoROOnNONEE035520 MR O O
Order Ho Return-Material number
aon4s00657 000000000088035520

Input Field for Good Part Return or additional used spares

Order Ho Material number
6004600557 | |ooooooooooz4nz24372 | 1
GoodPart
Materiallumber = Materialnumber according to delivery note

Note

If you leave the field "Ordermumber” empty, then automatically a suitable purchase order will be
selected. Otherwise you can consequently enter a "Order Mao", then the return will be matched exacthy
with this purchase order.

Attention
A return order will be created reqarding to the selected Material and its Amount.

Then click on <Finish>

As confirmation you receive the following screen:

| return order

FUﬁTSU THE POGEIBILITIES ARE IMNFINITE

Information
The request for return orders iz placed. Check arder confirmation (513... 1 in detail view "call.
Q00000000058037 53

Remember:
If you only mark the little box in front of the description a normal warranty return order is created.
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2.10.5.2 How to return unused parts — Overview

Please acknowledge the process for ADEX orders and NV-Parts differs from the process described
above:

Order type was ADEX_(Return order already exists): Please note ,unused” written manually on the Part
Return Form and return it with the part to the FUJITSU Spares Return Center.

Order type was NORMAL, STANDARD order:

Part is returnable: The returned parts must be in their original packaging or the ESD packaging must
be originally sealed. Use function Good Part Return in WCM.

Part is non returnable:

(N-Part):_are non returnable parts. Unused parts should be returned, if they are in original packaging or
the ESD packaging is originally sealed. Use function Good Part Return in WCM.

(NV-Part):_MIRO is not accepting ‘Good Part Return’ for NV Parts.

For further details see Service Logistics Manual at:
http://partners.ts.fujitsu.com/com/service/general/service-spares/manual

2.11 Central work order monitoring

work orders where no material has been ordered yet and no repair started flag has been set within the
last 90 days will be moved into a new status ‘Awaiting immediate action’ and the Service Partner gets an
info message. 4.6.5.2 How to return unused parts — Overview

[ status

v Requested (00
v Rejected (5]

v Azsigned (12)
v OpeEn (177

FUTT‘I’SU THE POGSIBILITIES ARE INFINITE

Home | Support | Logout

x> DIFS for WChi

i e Workorder Detail » In Frogress (56)
i Field Service + Double Elsteatadcs
i Technical question Call Date | Workorder : Partner call number i Current Status v Avvatting Inmediste A ction (1)
i Ersin 10.03.2009 | 995002270025 | Awaitingimmediate Action ¥ ey =
4 Tremslizn Tal Customer ame Product ECS v To claim error (171
X Fujitzu Siemens Computers .
i Export ombH chork, Robert YKRO04E639 1211 v Claim Wiarkarder (71)
= T Mevws Response Time epair time Date of Carriage DIFS-Code » Walidation certer (41)
i ) L4 032009 H v WC Revized Claims (1)

Service Type 5P

| Service Type Customer

v WC Rejected Claims (0)

¥ Spares : . -~

P Collect&Return Collect&Return v Replied to Walidation center (3)
¥ Reports v Claims accepted (3)
s Setings » Cancelld
== Customer Attention: v Closed
4+ Hel Aoeaiting Immediste Letion

Y Continue WD handing urtil 07 102009, Ctherwise WO is canceled.

v Irvaice

CURRENT VIEW: C.A L L |
[] Search for Workorder / Serial

Wiorkorder | Serial Mo,

Condition
1 - Alveays (during processing)

| Symptom i Action

C - Communication § external 10
i1 - Mat recognized
§ 2o RDA

Problem Description
Test Standard, aber in Topupzet IFRS

{1 - Explanation to customer
[] adier

Ertter the Serial Mo.
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If the work order is still valid and needs to be proceeded status can be reset with action ‘continue work
order handling’ which can be found as first menu item from the actions box of the right navigation bar.

| continue workorder handling

FUﬁTSU THE POSGIBILITIES ARE IMFINITE

Change status
Change status to

CortinuetiOHanding v

[] Actinne
&+ Continue Wiorkorder Handling
k Plewy

¥ Print workarder

v Refresh page

Revised status are listed in the work order history

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

Comment

% oM Workorder Detail
i Field Service » Repair started
i~ Technical question Call Date | Workorder | Partner call number | Current Status » Update service type
- Ersin 10.03.2009 | 9ES002270025 | Open » Crder parts
8 ) Customer ! Hame ! Product L ECS » Change status
& Tranzlation Tool Fuitey Si Comt : : : -
R E— gy ens CAMRLEE L sohork, Rabert | VKKROD4683 Jci > Sppointment arranged
m » Cancel Yiorkorder
=W Rlees Response Time  repair time i Diate of Carriage i DIFS-Code
0 ‘o 12.03.2008 : » e Commert
i e ‘ » Edit Reference MNumber
e Service Type SP i Service Type Customer
e Collect&Return Collect&Return ¥ Print swarkorder
= Reports - » Refresh page
i Update Return A
Sl CURREHT VIEW: WORKORDER Hi5 ToR v Iy | - T Aees
== Customer
# Help Workorder History [] Detail Views
Start i Procedure

" k Call
10.03.2009 02:00:00 | Reguested »
T *
10032009 09:02:48 | Open easages
: : - . . ¥ Customer
. . . . i Bvaiting Immediste Action
08.03.2008 18:03:21 | AwalinglmmedisteAction - i) e W handiing until 07.10.2009. Gtherwise WO is cancelled.| |+ Product

18.09.2009 11:43:54

Cortinuet™iOHandling Cortinue Workorder Handling with last Status: Cortinus\WOHandling » Spares order

v workorder History

If the Service Partner does not reactivate the work order, it is cancelled after 20 days. With the reason
“Not processed by SP”. work orders cancelled in this way are recorded in action ‘cancelled’.
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3. Claiming and Invoicing

After repair has been finished successfully call can be claimed. For service calls with agreed
performance the additional bonus as agreed in the Service Partner will be paid, if the successful repair is
confirmed within the agreed time. Basic benchmark for performance is the customer satisfaction.

3.1 Claiming & Validation
3.1.1 Claiming

After you have received the return order number from the system, the work order may be claimed.
Please do not try to claim before the part return order is created for each part of this work order.

There are two ways to claim work orders for the following Invoicing/Crediting:

1) Starting from the work order Detail, using Action “Claim work order”:

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

#WICK

A

v Claim Workarder

Workorder Detail

i Field Service

i Technical guestion Call Date Workorder Partner call number Current Status » RERET TG

4 i 1405 2009 | 995002281086 | Repairsuccessiul + Updste service type
‘. Translation Tool Customer | Hame | Product {ECS v Repair successtul
- 2:’;3_‘" Siemens COMPUErS o rziora, Georg | YKOE145340 L SH214 » Order parts

v Return orcler

== WWCH Mewes Response Time repair time Date of Carriage DIFS-Code .
o : 0 : : v Keep Material
w= DIFS for YWiCh i
w5 Service Type 5P | Service Type Customer » Cancel Workarder
arEs :

2 Bringin : Bringin v Mewe Comiment
== Reports v Edit Reference Mumber
= i v Print workarder

seftings CURRENT vIEW: /L L |

= Customer v Refrezh page

2) Starting from ‘Repair Successful’ Action work orders with existing Return Orders (= Return Advise) do
have a checkbox, which can be ticked for claiming (this is convenient for a higher number of Calls to
claim at once). Please acknowledge the checkbox will only appear after the return order is transferred
from the Spare Parts Portal to WCM. This may take some time if the return notification was entered in
Spare Parts Portal instead of WCM WEB.

In our example, only 3 boxes are selected for claiming and therefore ticked:

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

" . .
% e Service Calls (Repair successful) [0 actions |
i Fii i ] it I
i~ Field Service \Wiorkarder f SP-Ref: l:l Serial Mo | | RT:| | ]
Technical guestion v Claim Workorder
i Etsin Workorder 5| SerialMo. 5| Customer 5| Date 7 | RT 5| Status 5 Call Number 5
b Translation Tool Bfl 095002245134 | WKII0980S0 | Tran, ThiHanh | 17.02.2009 0 RepsirSuccessiul | MCST-610950 m
— 995002264990 YKAJOSIEIS | Curanum AG 2402 2009 48 RepsirSuccessiul | MCST-612734 v Requested ()
r— Fujitzu Siemens + Rejected (5)
bl [ i
[Fas00z270018 YESDO001 20 Computers 09.03.2009; 0 Repairsuccessiul v dssigned (129

2 DIFS for WCh GmhH
w s Fujitzu Siemens » Open (18)

Rt 995002270020 © YEGDOOD19 | Computers 09.03.2009: 0 ResetTaClaim v In Progress (58)
* Reports GmhH + Doukle Flatrate Calls (1)

. Fujitzu Siemens - . .
= Settings
g [X]: 995002270033 © YKETOMTOS © Computers 10.03 2009 0 Repairsuccessiul » dwaiting Immediste Action (1)
= Customer GimbH v Repair successful (18)
Fuiit=11 Sirmens L T mlaim avene 1T

For both ways of claiming the ‘Current Status’ in the work order Detail has now changed into “ToClaim”:
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FUT?‘I’SU THE POSSIBILITIES ARE INFINITE

Page 93/112

Home | Support | Logout

W

i Figld Service

S

i~ Technical question
i Ersin

i~ Tranzlation Tool
Export

WM Meves

¥ DIFS for Wikl

Lol

-

Lol

Spares

-

Lol

Reports
Sefting=

R

-

Lol

Workorder Detail

v Reset Toc
Call Date Workorder Partner call number Current Status + Mew Comi
15.07 2009 { 935002281111 oClaim v Edit Refen
Customer { Hame { Product v Prirt work
Fujitsu Siemens Computers Schark, Rabert VKOR]4EETS v Refrezh p
miH
Response Time { repair time { Date of Carriage
0 i . [] Detail ¥
Service Type 5P | Service Type Customer v Call
Bringin { Bringin v hleszages
v Customer
CURRENT vIEw: 211 | |+ Prachuct

After the part is received back physically (!), the work order Status changes into “ClaimMovedToVC” and
FUJITSU Validation Centre will verify the Call:

The Validation Centre (VC) proves the Call and has the possibility

a) Of accepting it. Then the invoicing process can start.

b) Of shortening it. Then you have to confirm or comment as next action...
c¢) Of rejecting it. Then you have to confirm or comment as next action...

With rejection starts verification with the validation center. The Service Partner and the VC can
communicate via WCM WEB. See 5.1.4 Rejected or revised work order
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3.1.2 Claim Error

If a work order is claimed while not all return orders have been posted in WCM, you will receive a ‘To
Claim Error message.

In work order detail the current status “ToClaimError” appears. In an information field the SP is informed
about how much and which material numbers are not returned yet compared to the delivered material or
material proposals from own stock.

Now you have the possibility to advise the remaining parts and to claim again.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

hHome | Support | Logout

i~ Technical question
i Ersin

i~ Translation Tool

i Export

x> WCH News

=+ DIFS for WCM

>+ Spares

»» Reporis

=+ Settings

=+ Customer

** Help

Call Date i Workorder i Partner call number i Current 5tatus
14.10.2009 | 995002281393 | ToClaimError
Customer i Name | Product | ECS

EL;'H’E: Technology 5”'”“”"5% Kandziora, Georg YK2F013507 2H114
Response Time repair time Date of Carriage DIF5-Code

0 0 E

Service Type 5P Service Type Customer

OnSite | OnSite

Validation Result:
52: Not encugh return orders created

5 Missing 3x38008990 1x38008989 1x38006647

CURRENT ViIEVY: A L L |

+ Return order

+ Keep Material

+ Cancel Workorder

+ New Comment

+ Edit Reference Number
+ Print workorder

+ Refresh page

g Workorder Detail
Field Servics + Claim Workorder

[ Detail Views

v Call

+ Messages

+ Customer

+ Product

+ Spares order

+ Workorder History

ECS . . + System History
Condition i Symptom i Action v Invoice
2 - Sporadic ! H - Hard disk

| 4 - HW-Repair with Spare
1 - Hard dizk iz not recognized
i 1 - Hard disk - internal

[ search for Workorder | Serial

Workorder / Serial No.

Problem Description
test CR ToclaimError with detailed MATR
12342342343242341

Line ltems

Material

Material number Total
38006647 2
38008939 1
32008930 3
38006647 1
Labour

Material number Status Total

Status Order No RET-Ho ReturnCode KeepMaterial
Proposed D

Proposed D
Proposed D
O

Returned

price

[ Adier

Enter the Serial No.

If the material is not returned (kept by customer or kept in own stock) please set the keep material flag.
For details please see chapter 4.5.1 Customer keeps material and 4.5.2 Own stock material kept.
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3.1.3 Validation process

The agreement process may encircle some iteration and is based on communication with the FUJITSU
Validation Centre or Service Partner Management contacts. See chapter 5.1.4 Rejected or revised work
order

Accept Final Approval by

Claim OK — Claim FSC Country Mgr.
Negotiate

¥ . .
Decision
Modify
Claim —I
Send Feedback
to SP L Accept
Decision

As the WCM order process is based on early decisions about the Service Type accepted as warranty
case, the negotiation process is the exception, not the rule.

The validation status of each work order is reported in the status screen:

ClaimMovedtoVC (included in status “Validation Centre”):

After spare part return has been received physically at Spares
Return

Spares Return Centre work order is forwarded to the Validation

centre O staews |

ClaimRevisedByVC (included in status “VC Revised Claims”) ' :EF‘L;:S;EE;ED)
FUJITSU Validation Centre has changed the claimed Service Type > Rejected (3)

After revised claim is accepted by Service Partner, the status will r Assigned (12)
change to ClaimAcceptedByVC (in status Claims accepted) v Cpen (18]

v M Progress (98]
ClaimRejectedByVC (incl. in status “VC Rejected Claims”) + Double Flatrate Calls (1)
FUJITSU Validation Centre rejected the claim completely. v Bwvaiting Immediste Action (0)
If a rejected claim is accepted by you, the status will change to  Repair successtul (17)
“Cancelled.”

v To claim error (17

ClaimAcceptedByVC (incl. in button “Claims accepted”): > Claim Wiorkarder (5)

If the Validation Centre did not change something but accept the b Walidkation center (41)
claim, it will be paid with the next invoice summary. b W Revised Claims (1)
v YC Rejected Claims (1)
If you answered to a rejection or comment of a VC decision, the v Replied to Walidation center (2)
work order can be found in “Replied to Validation Center”. After v Claims accepted (3)
final agreement, the work order will be placed in the adequate v Cancelled
status section and has to be accepted by the Service Partner \ Closed

In general:

When browsing through the work order Details Service Partner
may find all possible activities (accepting, commentate, etc) in
Actions menu on the right side. (The possible activities depend on
the status of the claim.)
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3.1.4 Rejected or revised work order

Double click on a rejected or revised work order

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Page 96/ 112

Horme | Support | Logout

o ACh

Service Calls (VC Rejected Claims)

Wrkorder § SP-Ref:

i Field Service Serial Mo

L 1

Customer 5
! Fujtzu Siemens
i Computers SmbH

i Technical gquestion

Workorder 5| Serial Mo, 5

i Ersin

i Translation Tool A05002270044 | YHLOOM2604

v ey service call

v Requested (00
v Rejected (5]

L Export
w2 WK Meves
rr DIFS for WiChi

== Spares

»» Rennrts

... to open this claim with all the details.

The rejection message will be displayed:

FUT?‘I’SU THE POSSIBILITIES ARE INFINITE

v Assigned (12

v Cpen (18)

v In Progress (58]

v Diouble Flatrate Callz (1)

Home | Support | Logout

= gl Workorder Detail
i Field Service
i~ Technical question Call Date | Workorder | Partner call number i Current Status
‘. Ersin 10.03.2009 | BES002270044 | ClaimRejectedBye
: . Customer i Hame ! Product | ECS
i~ Translation Tool Fuitew i comm : : :
: ujtsu Siemens Computers
e e | Sehork, Robert | YHLGO0ZE34 R
2 WO Mewvs Response Time | repair time | Date of Carriage i DIFS-Code
o P ; :

»x DIFS for WWiCh

Service Type SP Service Type Customer

»r Spares :
B onSite 24h performance ¢ Onzite 24h performance
*» Reports -
i+ Setings
= Customer Validation Result:
W Rejected Claim
r Help

(-

CURRENT WIEW: 101 CE |

Senvice Type (Requested) Senvice Type (Fujitsu Technology Solutions is

Service Type: ; onSite 24h performance| UG ERTR TR ES]

Labour Service Type: Out of warranty

WTY:FLATRATE: 13400 EUR | LU

WTY:FLATRATE: WTY.FLATRATE: 0.00 EUR

Total; 134.00 EUR WTY:FLATRATE: 0.00 ELR:
Total: 0.00 ELR:

v Accept rejection
v Reject rejection

v Plewy Comment
v Print workorder

v Refresh page

[ Detail Views

v Call

v Mezsages

v Customer

+ Procuct

v Spares order

v Warkaorder History
v System History

v Invnice

[] Search for Workorder | Serial
Wiorkorder [ Serial Mo,

[ adier

Erter the Serial Mo.

By choosing “Accept rejection” (Action menu on right side) you can agree on the validation result from

the FUJITSU Validation Centre. The work order will move to status “cancelled”

. In case the work order

was not rejected but revised only and you have accepted the decision from FUJITSU, the work order
status will go to “ClaimAcceptedbyVC” and will be paid in the next invoice with this amount.

If you select “Reject rejection” (Action menu) a screen will open for your comments to be transferred to

the Validation Centre within WCM.
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By choosing “Accept rejection” (Action menu on right side) you can agree on the validation result from
the FUJITSU Validation Centre. The work order will move to status “cancelled”. In case the work order
was not rejected but revised only and you have accepted the decision from FUJITSU, the work order
status will go to “ClaimAcceptedbyVC” and will be paid in the next invoice with this amount.

If you select “Reject rejection” (Action menu) a screen will open for your comments to be transferred to
the Validation Centre within WCM.

s L
FUﬁTSU THE POGEIBILITIES ARE INFINITE I'EJECtI'EJECtIOH

Reject rejection

Reazon: rejection not acceptable

Rejection

mark ,Rejection®
Then click on <Finish>
The Call will change to the status “ValidationFeedbackBySP”.

For a better traceability of the communication all the communicated messages are stored in the work
order History.
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CURRENT VIEW: WORKORDER HISTORY I

Workorder History .

Start ! Procedure i Comment

10032009 160200 | Requested

10032009 160300 | RepairStarted Seelbuchis (D S Al R b LTS
ifakjtazjflkazjflajf

10.03.2009 16:0327 | Open

10032009 160359 | RepairSuccezsiul :

10.03.2009 16:04:02 | Toclim £ To Claim

11032009 09041:531 | Claimboved Tows ! Claim moves to validstion centre

11.03.2009 094247 ClaimacceptedBy Country Manager has approved the claim

11.03.2009 09:44:59 | ClaimPaid | Claim i= paid

110232009 1010025 ClaimAcoceptedBy W C Country Manager has approved the claim

06032009 155543 | ClaimRevisedBywC E:'f"m S L

05032009 16:00:59 | ClaimRevisedByw E:'ja'm revised ky operator

06.032009 16:01:12 | ClaimRejectedByvC E‘f_REJEdEd e

05082009 160211 | ClaimRejectedByvC E‘EJC_RE’E“E" Claim

05032009 160355 | ClaimRevisedByWC E:'f"m revised by operator

05082009 160528 | ClaimRejectedByvcC E‘?_REJEDTEH Clsim

09.09.2009 16:19:53 “alidationF eedback rejection not acceptable

3.1.5 WO History on export file

Various time stamps can be selected.
The selected fields are added at the end of the file string.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

3 TR Export call

IS SERED Workorder § SP-Ref: I:I Serial Mo I:I Status: open . » Creste e
i+ Technical question ) -

- Ersin Perioct from: l:l Bl Delimiter: l [] Adier

i Export Additional Fields in Export-File :

call accepted: []

repair successful: [ repair not succestul [

2 VWM Rleves spares ordered: [ | spare in delivery: [] repair started: []

»x DIFS for YWCh

SEARCH

B EEES ~ Workorder 7| Product ;| Customer 3 Status *
55 (i []: 995001523725 | VK9S002337 | Schrell, Petra 1B0S2008 0 ¢ TaClsimErrar L 1B1H4
= Settings []: 995001958522 | VKVLOO3999 | RTT 24102008 © 48 ToClaimError 163N

A — —i — -

Export call
Wiorkorder f SP-Ref: |:| Serial Mo |:| Status: | Qpen M

Fleaze Zelect . frarm: |:| Bl Delimter: l
[ m
Additional Fields in Export-File :

call accepted: spares ordered: spare in delivery; repair started:

repair successtull [v] repair not succesful [

Period:

SEARCH



File description:

Field
DebitorNo
SerialNo
ProductType
Workorder
Status
CallDateTime
CloseDateTime
SvcType
CustomerFirm
CustomerLastname
CustomerFirstname
Street
Country
ZipCode

City
CustomerNo
Phone
Mobile

eMail

Problem

ECS

DIFsS
ProviderwONR
InvoiceNr
InvoiceDatum
InvoiceGroup
PartNumberl
Descriptionl
SNR1
Quantityl
Pricel
Currency1
PartNumber2
Description2
SNR2
Quantity2
Price2
Currency2
PartNumber3
Description3
SNR3
Quantity3
Price3
Currency3
PartNumber4
Description4
SNR4
Quantity4
Price4
Currency4
PartNumbers
Descriptions
SNRS
Quantitys
Prices
Currency5
PartNumberé
Description6
SNR6
Quantity6
Price6
Currency6
PartNumber7
Description7
SNR7
Quantity7
Price7
Currency7
PartNumber8
Descriptions
SNRS8
Quantity8
Price8
Currency8
PartNumber9
Description9
SNR9
Quantity9
Price9
Currency9
PartNumberl10
Description10
SNR10
Quantityl0
Pricel0
Currencyl10
Call Accepted
Spares Ordered
Spares In Delivery
Repair Started
Repair Successfull
Repair Not Succesfull
END

Example 1
1029857
YBBV030627

LB C1320 WXGA /P-M750/512MB/

995000255871
RepairSuccessful
20.03.2007
25.09.2007
Bringin

XXXXXXXX
YYYYYYY
2227277277
Deutschland
80881
Munchen
1111111311

a.@b
1BOX4

WTY:FLATRATE

3333
EUR

20.03.2007

20.03.2007
20.03.2007

END
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Example 2
1029857
YB2A001735

CELS H240 /C-T2500/2x1GB/DVD-RW DUAL DL/

995000683830
ToClaimError
20.08.2007
20.08.2007
Bringin

XXXXXXXX
YYYYYYY
2222277277
Deutschland
81925
Munchen

11111111
a.@b
1Paxa

507449

WTY:FLATRATE

1

3333

EUR
88041001

Page 99/112

HEAT SINK ASSY (V-EUl1 W-EU1) MEROM CPU / FUJ:CP284775-XX

FUJ:CP284775-XX
1

0.00
EUR
88040965

RUBBER FOR CPU, 16X16 AL / FUJ:CP295294-XX

FUJ:CP295294-XX
1

0.00
EUR

17.08.2007
39311,42986
39311,57986
20.08.2007
20.08.2007

END
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3.2 Invoicing

3.2.1 OQverview

1) All work orders with the status “to Claim” will be forwarded for validation and invoicing. Precondition is
that the return orders for all defective parts are created in Spare Parts Portal and reported back into
WCM WEB.

2) The defective part is received back at FUJITSU.

3) The FUJITSU Validation Centre (VC) checks the claim:

a) The VC accepts or

b) The VC rejects or reduces the claim.

4) You have to accept reduced or rejected claims or clarify with the VC until you can accept the result.
5) The Validation Centre sends the clarified claims to the local FUJITSU claim approver (Service Partner
Manager).

6) The local claim approver confirms.

Depending on the invoice process agreed in your SP Contract and defined in the WCM master data a
credit note is issued automatically or an invoice proposal is sent, with which the Service Partner create
the commercial invoice. Please also see chapter 5.2.2)

Invoice Process

'4 N\

Service Partner create an invoice FUJITSU creates an invoice -
Payment takes place with an invoice
credit process

7) FUJITSU creates an invoice proposal 7) FUJITSU creates an invoice
document for all accepted Calls document in the name of the SP.

8) The document is sent to the Service 8) SP receives an invoice in paper
Partner as .pdf file. This document format by mail.
contains a grouping number and an 9) The invoice is paid automatically
invoice proposal number. The value and by FUJITSU.

the numbers are posted in the FUJITSU
Financial SAP System.

9) Service Partner sends a paper invoice to
FUJITSU with the amount and the
grouping-/invoice number as stated in the
.pdf file.

10) The grouping-/invoice no. is the
reference for FUJITSU Accounting to find
the pre-posted invoice record in its
systems.

3.2.2 Methods

For all Warranty Claims where the claimed amount is accepted by FUJITSU, e.g. no agreement on
reductions or rejections is pending; there is a summarized invoice for all claims during the past period.

The length of the period is defined together with the responsible FUJITSU Service Partner Manager. It
can be monthly, weekly, biweekly or even daily.

In principle there are two invoice processes possible:
1) FUJITSU creates and sends an invoice proposal with the invoice amounts agreed in the WCM
process or
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2) The service partner has agreed at the so called “credit like process” [or “Self-Invoice”] and FUJITSU
prepares an invoice document in paper format and as pdf-file in the name of the Service Partner, which
is paid (credited) automatically. The invoice in paper format is sent by mail to the Service Partner.

Additionally the .pdf file and a text file with all work order details are sent to the Service Partner for his
internal usage.

The documents for point 1) and point 2) are similar. They only distinguish by the header. Below
(chapter5.2.3) please find an example of an invoice in the “credit like process” prepared monthly.

The partner reference is added to the detail documents for both invoices and invoice proposals in the
line items menu.

The FUJITSU description “Product related service costs for labour” is changed to Labour.

3.2.3 Documents

This is an example of a monthly prepared invoice in the “Credit-like/self-invoice process”:

Avenida de Bruselas 13
28100Alcobendas, Madrid,
SPRIN

VAT-ID: ESBBZ441%08

Sender

Fujiteu Technology Soclutions S.L.
Pujiteu TS Spain ES82 Serv.

AV. DE BRUSELAS, 13 ED. BMERICA
28108 ALCOBENDAS,

EPAIN

|Invnice Proposal : ORIGINAL

VAT-ID: ESEE7441008 |P:cp05al Invoice date:28.05.2009

Vendor NHr.:
|P:cp05al Invoice Nr.: 0000002000012458
Service Frowvider |erouping Wumber: 0000C0000O00OS3931
Pujiteu Technolegy Solutions S.L.
Fujiteu TS Spain ES82 Serv. |:upply Date: See Attachment
AV. DE BRUSELAS, 13 ED. AMERICR
28108 ALCCOBENDAZ, |Claim Number: See Attachment
SPAIN
HNo invoice, regquest for issuing the involce.
UNIT DESCRIPTION UNIT PRICE TOTAL AMOUNT
1 PC Product related service costs 4.760,44 EUR 4.760,44 EUR
for labour
1 PC Product related service costs 0,00 EUR 0,00 EUR
for local spare parts

]

Total net amount 4. 760,44 EUR
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The partner reference is added to the detail documents for both invoices and invoice proposals in the
line items menu “SA ID”.

Sender
Fujitsu Technology Sclutions 5.L.
Fujitsu TS Spain ES82 Serv.

Proposal Recipdient
Fujitsu B8 Computers S5.L.
Avenida de Bruselas 13

AV. DE BRUSELAS, 13 ED. AMERICA Alcobendas, Madrid
ATLCOBENDAS 28100

2glo8 SPAIN

SPATIN VAT-ID: ESBB2441908
VAT-ID: ESB224419048

Vendor HNr.:

Attachment to Invoice Prop.:
0000002000012458
of: 2B8.05.200%

Service Provider

Fujitsu Technology Sclutions 5.L.
Fujitsu T8 Spain ES82 Serv.

AV. DE BRUSELAS, 13 ED. AMERICA
28108 ALCOBENDAS,

EPAIN

Service Provider Nr.: 00AR1602213

GROUPING PERICD GROUPING NR.
28.04.2009 - 28.05.2009 (Monthly) 0000000000000530931
POS. CLAIM SAID ITEM | MATERIAL DESCRIPTION SUPPLY DATE WAT TOTAL AMOUNT
1| 995002369106 480001B874 2 |Labour 15.04.2009 16,00% | 235,00 EUR
2| 9950023270522 4800018878 2 |Labour 14.04.2009 16,00% | 235,00 EUR
—

In case of the “credit like process” you have no more action to do. The payment from FUJITSU will be
received after the agreed time for payment allowed.

In case of the “standard” invoice process you can prepare the commercial invoice and send it to the
local FUJITSU Service Contact.

Additionally a text file with all work order details is sent out. Including e.g. FUJITSU work order and
Service Partner reference number.

Description of the work order detail text file:

Header Example

Type NI

Vendor_ID 0000812033
Vendor_Name FUJITSU SERVICES
SP_ID 0011295641
SP_Name Fujitsu Services Ltd.

FUJITSU_Org_Name

Fujitsu Siemens Computers Ltd.

FUJITSU VAT ID GB731653542

Invoice Date 20080605
Proposal_or_Invoice_Number 0000000000025595
Grouping_Number 000000000000025595
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Position_ID 1

WO _ID 995001400261

SP Reference Number PRIORITY 1

Serial Number YBBC008967

Asset LB S7020 SXGA+ /P-M7

Warranty _Group NBS

Description Product related service costs for local spare parts

Call_open_Date

04.06.2008

Service Date 04.06.2008
SP ST 003

Paid ST 003
Maodification reason -

Reason _comment

Amount_demanded 100.00
Amount_paid 100.00
VAT 0.00
Currency EUR

PLA PSBM

3.2.4 Commercial Invoice (standard/normal invoice process)

The commercial invoice the Service Partner creates must contain the invoice proposal number and the

grouping number of the invoice proposal from the .pdf file.

The invoice amount must not differ to the sum in the invoice proposal, as all changes on the
claims per work order are already processed and agreed earlier. Rejections or reductions of a
warranty claim are only valid when verified with the FUJITSU Validation Centre and must be
agreed before the claims are grouped for invoicing. All changes have to be recorded in the
related work order in WCM WEB according to the described workflows. See 5.1.4 Rejected or

revised work order.
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4. Forward work order

Depending on the country specific service processes, for special cases (e.g. AMILO, LIFEBOOK with
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Collect & Return service) forwarding a repair is possible.
Important: This function has to be activated in the country.

If you can’t do the repair and forwarding is possible, then action <Forward work order> has to be used.

Action <Forward work order> is available after status repair failed is set.

v Farweard \Workorder
v Drdef parts
v Change status

v Appointment arranged
v Cancel Workarder

¥ Mesy Commernt

v Edit Reference Mumber
¥ Print workorder

v Refresh page

FUﬁTSU THE POGEIBILITIES ARE INFINITE

Home | Support | Logout

v Call
Problem Description + Messages
CD burning fails v Customer
+ Product

Line ltems
Material

Material number Total Status Order Ho RET-No RET ReturnCode KeepMaterial|
34014125 1 Proposed - - O

Labour

Material number Status price
WTY . FLATRATE oK 1 0.00 EUR

A list of authorized repairers is shown automatically. (See the next window.)
The error code and description will be copied from the old call and can be enhanced.
Selected spare parts are not forwarded to the new Service Partner.

Click on <finish>

- . "
% WM Workorder Detail
P service [ overview | I
i Technical question Call Date Workorder i Partner call number i Current Status » Update service type
‘. Ersin 21.09.2009 995002251294 ; RepairFailed + Repair failed
: . Customer Name i Product i ECS » Repair successful
i+ Translation Tool Fuitey Si . ; "
‘. Export LS SIEmENS LOMPUIETS - kangziora, Georg | YKKROT1111 28224 » Forward Werkorder
POl GmbH H :
H H + Order parts
»= WCM News Response Time repair time { Date of Carriage { DIFS-Code
0 0 : : + Return order
*x DIFS for WCM H H
Service Type 5P | Service Type Customer * Change status
¥ Spares Bringin  Bringln + Appointment arranged
** Reports . » Cancel Workorder
5 T CURRENT VIEW: CALL » News Comment
= Customer + Edit Reference Number
= Help ECS . . » Print workorder
Conditi Symptom Action + Refresh page
2 - Sporadic i E - Removable drives / changer i 4 - HW-Repair with Spare
i 2 - Write / burning-, read-error
i 2-CD/DVD-drive [] Detail Views

» Spares order
» Workorder History
+ System History

v Invoice

[] search for Workorder / Serial

Workorder / Serial No.

[ Adler

Enter the Serial No.
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[ESREE )

g Forward Workorder - Ft'}tsu Technalagy Soluticns

| E
FUﬁTSU THE POSSIBILITIES ARE INFINITE forward workorder

Forward Workorder 995002281294

Forward to 2nd-Repairer _ T-Business GmbH -
Additional Information CD burning fails =

After click on <refresh> the work order status changes to “Forwarded”. The Service Partner/ Repairer is
displayed in the area “Solution”.

FUﬁTSU THE POSSIBILITIES ARE INFINITE
I

Home | Sulﬁ\goﬂl Logout

% wew Workorder Detail EET
i Field Service v Return order
i Technical guestion Call Date i Workorder : Partner call number i Current Status + Keep Material
- Ersin 21.09.2009 i 995002281294 ¢ Forwarded v New Comment
A . Customer i Name i Product i ECS » Print workorder
i Translation Tool N X : : :
e Ered Fulteu Siemens COMPUIETS | andziora, Georg § YKKROT1111 | 2E220 » Refresh page
= WCM News Response Time repair time Date of Carriage DIFS-Code
o ‘o : : [] Detail Views
> DIFS for WCM i
Service Type 5P i Service Type Customer » Call
= Spares . PR
Handling Fee Bringln r Messages
®RELTE v Customer
# Settings CURRENT VIEVY: €A L L | | * Product
»» Customer v Spares order
=+ Help " s + Workorder History
Condition i Symptom i Action

r System History

2 - Sporadic

{ E - Removable drives / changer
i 2-Write / burning-, read-error
2- CD/DVD-drive

i U - Forwarded external with Spare
+ Invoice

[ Search for Workorder | Serial

Problem Description

CD burning fails H Vorkorder / Serial No.
[ Adler

Workorder 995002281294 forwarded to partne | -5 0siness GmbH (995002281295)

Enter the Serial No.

Line ltems

Material

Material number Total Status Order No RET-No RET ReturnCode HKeepMateriali
34014125 1 Proposed - - ]

Labour

Material number 5tatus Total price

W FLATRATE oK 1 8.00 EUR

You will be responsible for the claim until the Service Partner/Repairer you forwarded the work order to,
accepted the claim.

The Forward Service Partner/Repairer receives the claim in his In-Box. The reference of the forwarding
SP is entered in the area Additional Information. All Customer Data and the original work order number
are transferred as well.
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Screenshots from Forward Service Partner/Repairer WCM WEB application:

FUﬁTSU THE w”llllll’lli ARE INFINITE |-I'I'—Bu5ine55GmbH

Home | Support | Logout

B ED Service Calls (Assigned) W frtwre
e Fi i N i I
i~ Field Service Workorder / SP-Ref: l:l Serial No.: l:l RT:l:l r e service ea
i Technical question
e Ersin Workorder 3 Customer 5
i~ Translation Tool 995002281295 vkkRotq111 NN COMPUIErS | 21002009 0 | Assigned | 26224 || * Requested (0)
i Export ] ) - - - - + Rejected (0)
v Assigned (1)
= WCM News
v Open (1)
= DIFS for WCM
or » In Progress (37)
B S5 + Double Flatrate Calls (0)
T IETIE v Awaiting Immediate Action (0)
¥ Seftings » Repair successful (1)
== Customer v To claim error (0}
== Help + Claim Workorder (50}

Additional Information:
Original Workorder: 995002281204
Forwarded By: EDV-Vertrie: |Identnummer eingeben |

Information:
CD burning fails

In case of Collect and Return Service a Pick Up and Return address can be defined additionally.
Thus the Service Partner can define his own subsidiary as pick up location and e.g. the customer site as
return location during the assignment to the Forward Service Partner.

& new workorder - Fujitsu Technolagy Selutions @M

| new workorder B |

FUﬁTSU THE POSEIBILITIES ARE INFINITE

| »

Pick up address

Preselect @ customer © pariner © Reset

Company
I Surname First Hame

1 Street

Address 2

County

m

Post Code Town

Country: Deutschland -
Phone
Date on  23.09.2009 O

Return Address

Preselect ¢ @ customer © partner ©) Reset

Company I

Surname First Hame

Street

> [ ST

/" Vertrauenswiirdige Sites | Geschiitzter Modus: Inaktiv H100% - _:EI
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After the Forward Service Partner/Repairer accepted the claim, you are informed about the new work
order number the Forwarded Service Partner/Repairer received while taking over the call.

FUﬁTSU THE POSSIBILITIES ARE INFINITE |_

Home | Support | Logout%

weu Workorder Detail
- Figld Service + Return order
i Technical question Call Date i Workorder i Partner call number i Current Status » Keep Material
i Ersin 21.09.2009 i 995002281294 i Forwarded + New Comment
) Customer i Name | Product P ECS » Print workorder
- Translation Tool Fuiten i c "
ujitsu Siemens Computers . » Refresh page
... Export GmbH Kandziora, Georg YKKRO11111 2E22U
== WCM News Response Time repair time Date of Carriage : DIF5-Code
0 . : ; [ Detail Views
=+ DIFS for WCM i
Service Type SP i Service Type Customer v Call
¥ Spares . P
Handling Fee Bringln + Messages
* Reports + Customer
il CURRENT VIEWY: CA L L |, ( * Froduct
** Customer + Spares order
=+ Help . : + Workorder History
Condition i Symptom i Action .
. : ) : . + System History
2 - Sporadic i E-Removable drives / changer i U -Forwarded external with Spare .
i 2 -irite / burning-, read-error : + Invoice

| 2-CDJ/DVD-drive

[] search for Workorder | Serial

Problem Description -
CD burning fails Workorder / Serial No.

Enter the Serial No.

Workorder 995002281294 forwarded to partner || ™-5usiness GroH [ oes0022812905)

Line items

Material

Material number Total Status Order Ho RET-No ReturnCode HKeepMaterial|
34014125 1 Proposed -

Labour

Material number Status Total price

WTY :FLATRATE oK 1 8.00 EUR

The original work order now can be claimed. Provided all return orders have been created of course.

FUﬁTSU THE POSSIBILITIES ARE INFINITE |_

Home | Support | Logout h

% weu Workorder Detail
L. Field Service + Reset To claim
i Technical guestion Call Date | Workorder | Partner call number | Current Status » New Comment
b T 21.09.2009 | 985002281294 | ToClaim + Edit Reference Number
g ) Customer i Name i Product i ECS v Print workorder
i Translation Tool : : i
. Export - Computers - dziora, Georg YKKRO11111 2E220) » Refresh page
=+ WCM Hews Response Time i repair time i Date of Carriage i DIFS-Code
0 ‘o : : [ Detail Views
== DIFS for WCK f
Service Type SP i Service Type Customer v Cal
== Spares . [
Handling Fee ‘h | Bringln + Messages
5 BETELE + Customer
®EE e CURRENT ViEVy: ¢ 1L Iy | * Product

Please acknowledge: The Service Type is reduced to handlings fee.



Service Operations | Issue: October 2009 | WCM WEB User Manual- Warranty Claim Management Tool Page 108 /112

5. Annex

5.1 Error Message

In WCM following Error Messages may occur, if entries are not accepted:

No Reject Text in WCM WEB Explanation

1 | 90 day rule Call information forwarded too late (90 day rule)
2 | 7 days rule Serial no. was already claimed recently.

3 Double WO WO for this Serial no. already opened

4 | Missing Qualification of SP

5 FCO not accepted by SP

6 | WO not accepted by SP

7 | OoW, customer refuses repair fee

8 | Out of Warranty (OoW)

9 | Spare part asset mismatch Spare part does not fit to this asset

10 | Spare part error code mismatch Spare part does not fit to the error code reported

11 | Customer cancellation

12 | Wrong ADLER data — no proof provided
13 | No ADLER data — no proof provided

14 | Customer Self Inflicted

15 | Material OoW Mat. is out of warranty
16 | Spare part required Spare part required according to error code
17 | No spare part required No spare part required according to error code

18 | WO was claimed too late
CN | Correction needed

5.2 Service Call Status

At three different places in the WCM WEB-Screens status arise, which are explained here in detail to
avoid misunderstandings and to ease the distinction when talking about any status.

5.2.1 Service Call Status “1. Level”

In WCM WEB on Level Field Service, Service Calls are grouped into Status, which are shown there on
the right side:
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FUﬁTSU THE POSSIBILITIES ARE INFINITE
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Haome | Support | Logout

HWChT

i~ Field Service

i Ersin

- Translation Toal
L Export
== OWICH Mewes

b

-

DIFS for WWichl
== Spares
=+ Reports
=+ Settings

= Cuystomer

== Help

- Technical guestion

This is helpful to get a first overview about all the existing work orders.

5.2.2 Status in specific work order

Service Calls (Assigned)
s ice cal
‘Workorder J SP-Ref: l:l Serial Mo | | RT: | | P e sEnine o8
Workorder 5| Serial Mo. 5| Customer 5 Date 5 | RT 5| Status 5 | CallHumber 5 § [ Status
995002281169 | DMasopiopy | Aisu Siemens 21082009 0 SssignedFCo » Renuested (2)
Computers GmbH » Rejected (9)
905002281170 | ¥iKJuoDapz | Cetsd Siemens 21082008 0 AssignedFCO -
Computers GrmiH o 4 v Assigned (135)
995002281202 VEB2HOM 3004 E“J“Sﬂs'emgniH 25082009 48 AzsignedFCo » Open (20)
F°_'_:p ;rs m v In Progress (58)
005002281205 | YKJRODMO0 C‘;Jm?;:ne'f:gr”ni'_‘ 25082009 0 AssignedFCo + Double Flatrate Calls (1)
it i v Awvaiting Immediate &ction (00
995012281196 | vBBCOiopDY | | AiSU Siemens 25082008 0 AzsignedFC0 )
Computers GmbH + Repair successful (23)
995002261201 | YB2WO13003 E‘;’:jmse'f;"gr”niki 25.08.2009; 48 AssignedFCO » To chaim error (17)
- . v Claim Woarkaorder (720
Fujitzu Siemens .
sesmazeizi2 | vkakooioos MR CREE 26082009 48 BssignedFCo + Valcation center (42)
995002281211 | yK2KOoiop4 | Cdisu Siemens 26082009 0 AssignedFCo » WC Revized Claims (1)
Capiars S + WC Rejected Claims (0]
995002281228 | WKIMOD3011 | Wolkammer, Mike 31.08.2009 0 BssignedFCo _ -
995002281228 | YSMTO1B118 | “aolkammer, Mike 31082008 0 | Bssigned » Replied o /alation certer (3)
995002261240 | YKJROOSS21 | “aolkammer, Mike 09092009 45 | AssignedFoo) » Claims accepted (3)
995002281242 | YWJNOO2000 | olkammer, Mike i 09.09.2009; 0 | AssignedFCO! v Canceled
jitsu =i Closed
995012281261 | vKavom3ns | | isu Siemens 16.08.2009 0 AssignedFCo b s
Computers SmbH
995002281271 YKEVO0M308 E‘;’:jmse'f;"gr”niki 16.09.2009; 48 SzsignedFCO ] Search for Workorder / Serial
995002281277 | viJMopanzs | | isu Siemens 18092008 0 SssignedFCo Wiorkarder [ Setisl Mo
Computers SmbH
[] Adler
Ertar Hha Cavial hla .

Within a work order (work order detail) the current status of this specific Call is also shown:

FUT?‘I’SU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

% WM Workorder Detail (O Astons |
i~ Field Service + Repair started
i~ Technical guestion Call Date | Workorder artner call number ' Current Status » Update service type
Ersin 11.08.2009 | 985002251151 | OrderConfirmation + Oroer parts
. Customer { Hame roduct i ECS v Return order
Tranzlation Tool B ) : :
- Fujitzu Siemens Computers Schark, Rabert VIOE 48800 §oHmit 4 v Change status
*po| zmbH .
H v Appaintment arranged
= WS Mees Response Time repair time ate of Carriage i DIFS-Code X
o ‘g : v Heep Materisl
» DIFS for WiChi H
w g Service Type SP ervice Type Customer » Cancelorkorder
LSk Bringin ringin ey Comment
¥ Reports v Edit Reference Mumber

Often this “Current Status” does correspond to the Status of the Status-Group the work order belongs to
at that time (described in 7.2.1).
But in some cases, e.g. Status-Groups “In Progress” and “Validation Centre”, the work orders can show
different current status, which then gives more detailed information, e.g. the status of the ordered spare
part or the exact claiming status.
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Current Status in work order Details can be:

Status Description

Approval Not yet implemented

Assigned work order assigned

AssignedFCO assigned Field Change Order
AssignedToEmployee Technician assigned

Cancelled work order cancelled
ClaimAcceptedByVC Claim accepted by Validation Centre
Claimed Contains work orders where the defective material is posted.
ClaimMovedToVC Claim moved to Validation Centre
ClaimPaid Claim paid

ClaimRejectedByVC Claim rejected by Validation Centre

ClaimRejectionAccepted

Claim rejection accepted

ClaimRejectionRejected

Claim rejection rejected

ClaimRevisedByVC Claim changed by Validation Centre

Closed Done

CostEstimationCreated Cost estimation created

CustomerAgreedDate Date agreed with customer
CustomerinformedToCollectSystem Customer informed, that he can collect his system
CustomerKeepsMaterial Customer keeps material, e.g. police protects sensible data
HD Open Claim opened by Helpdesk

Open work order opened

OrderConfirmation

Order confirmation

ParcelDelivered

Parcel delivered

ParcelPickedUp

Parcel picked up

Rejected

work order is rejected

RepairCentreLeft

System has left Repair Centre

RepairCentreReceipt

System has reached Repair Centre

RepairedSystemDeliveredToCustomer

System is repaired and can be delivered to customer

RepairFailed

Repair failed

RepairFailedAndDoubleFR

Repair failed, SP will get paid double Flatrate (if entitled)

Repairinterrupted

Repair interrupted

RepairStarted Repair started
RepairSuccessful Repair successful
Requested work order requested

ResetToClaim

Reset from ,To Claim“ to ,Repair Successful*

RevisedClaimAccepted

Change of claim accepted

RevisedClaimRejected

Change of claim rejected

SparesinDelivery

Spares are delivered

SparesOrdered Spares are ordered
SparesProposed Spares are proposed
SPatCustomerSite SP has reached customer
SystemReceived System is delivered to SP
ToClaim Request payment
UpdateServiceTypes Service data update
WaitingForSystem SP is waiting for System

ResumeCancelled

Resumption of cancelled Call

Spare Parts Receive

Spare parts have been received

ToClaimKeepMaterial

To claim, parts won't be sent back

ToClaimError

Not enough return orders have been created

DoubleFRApproved

Double Flat Rate is approved

VCChangesAccepted

Changes of Validation Center have been accepted
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5.2.3 Status of ordered spare parts

If spare parts are ordered via WCM WEB and therefore an order in Spare Parts Portal was created
automatically, the status of the part can be seen at the bottom in the work order detail.

Following Status can arise:

Proposed: Parts are proposed, but nothing more.

Confirmed Parts are selected. Order has been transferred to Spare Parts Portal and order
number has been created.

Despatched: | Shipment out of FUJITSU stock has been done

Returned: Return order is placed in Spare Parts Portal

(In case of an ADEX order the Return Order is created automatically; therefore
the Returned Status is given immediately.

With a Non-ADEX order the Return has to be advised before Returned Status is
given.)

Example:

Line tems

Material

Material number Total Status Order Ho RET-Ho RET ReturnCode KeepMaterial
34001173 1 Proposzed Fo04319074 - - L]

34001173 1 Confirmed go04319074 - Ll - L]

SERN 2200 1 Confirmed 004919074 - O - ]

34001173 1 Despatched BO04919074 g137467430 [ ] - L]

34001173 1 Returned 004319074 5137467430 - L]

Material number Status Total price

WY FLATRATE Ik, 1 93.00 EUR

5.3 Detail View Messages

“Messages” is a new button in <Detail Views>
With button Messages you can see all error messages, comments, information, etc. together.
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FUT?‘I’SU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

% e Workorder Detail (O actions |
- Fled servico loverview |
i~ Technical question Call Date | Workorder | Partner call number i Current Status » Print weorkorder
4 Byl 18.09.2009 | 9as00z2a1 262 ! Rejected + Refresh page
; . Customer i Hame i Product i ECS
- Tranzlation Tool FLitew Si Comit : : :
: uitsu Siemens Computers - [ Detail Views
g — b | Gadlltz, Christine | ViNO02023 - hz1d "
H H H *
WM Meves Response Time i repair time i Date of Carriage : DIF5-Code
—h : v Messages
2= DIFS for WCh 0 u] 200092009 10:34:08 :
— Service Type SP | Service Type Customer » Customer
e Bringin { CollectaReturn » Product
¥ Reparts ¥ Spares order
s Setings » Workorder History
= Customer B2B Error: v System History
BAPI claim creation error .
I
== Help Thie material 24023943 does not exist or is not activated b nees
CURRENT vIEw: MESSAGES I ST R TR T O Y
Customer information . {hiorkorder / Serial Mo.
Date | Author | Messages ! Information
47.09.2009 { MIRC Errar | Exception connecting partner system: YWCM. f; nested exception is: O adier
175349 Jjavax net.zsl S5LHandzhakeException: unexpected message)
| 34013937 -BT-2MD BATTERY LI-ICH 3300MAH BC / _Enter the Serial Ma.
Drp o 0
Information:

Helpdesk can send comments to you. But you can’t answer.
Your comments won’t be forwarded to the Helpdesk.

5.4 _Abbreviations of spare part data
In the process of ordering spare parts, material numbers are suggested and additional data is given, as
there are:

WARRANTY: Spare part is in warranty

For a warranty repair, SP will receive a credit.
Also limited warranty parts are marked with this
flag.

LSF: Local spare part Flag
Spare part with local sourcing agreement with
FUJITSU Service Country Management.

RET Spare part is returnable
E.g. the defective spare part has to be sent to
FUJITSU.

ECS Error Code System
(Spare part fits to error code, if it is ticked at
ECS field).

FTA Fit To Asset

(Spare part fits to the asset (serial number)).




