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1. 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)
Fuijitzu Siemens . v Open (18)
0OSO022B1160 | DAL 001 21.08.2008} 0 AssignedF O
> DIFS for WCh
& Computers GmbH v In Progress (55)
rr Spares Fujitsu Siemens .
oo sssOzzET0 | vinoonz Al SR 21.08.2008: 0 AssignedF CO + Dowble Flatrate Calls (0)
Eports i v Awaiting Immediste Aotion (O
) gosoozog 204 | vEskgiaos | ESU SiEmens 25082009 43 AssignedFCO Hnd ©
=x Settings Computers GmbH v Repair successful (18]
= Customer 995002281205 | YKJRoDImo | sy Siemens 25.08.200%; 0 AssiEnedFCO » Toclaim eror (17)
Computers GmbH Claim Workorder (65)
= Help Fujitsu Siemens . rlEim orkaresr
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)
Computers GmkH .
Fliten = » %G Rejected Claims (1)
995002261202 | YB2KO13004 Cmm;:g:ﬁi'_‘ 25082008 43 AssignedFCO  Replied to Validation center (2)
SeSONZZEIZI1 | vWoomopg | OSu Slemens 26.08 2009 0 AssignedFCo * Claims acoepted (3)
Co.ljnpmers GimbH Cancelled
S9s00228212 | wHazKooioos | sy Siemens 26082003 48 AssignedFCO
Computers GmbH

1.1 Basic information

1.1.1 Unique 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.
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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 CAN90 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)

FUﬁTSU THE POSSIBILITIES ARE IMFINITE

B OWNICh Log| N

b Login

e ECS Service - PartnerlD: | |

i Tranzlation Tool Password: | |

Related Downloads Lagin

Fgrqgt oLk passwgrd?

* entry info

Englizh

Or if already logged on to WCM WEB :

fes) Sazcha St
FUJITSU "€ PossieitiTies ane tnrinie microCAT
Home | Support | Logout

2 VY Service Calls (Assigned)

- Field Service Wwarkorder | SP-Ref: l:l Serial Mo I:I RT: I:I
i Technical guestion

e i Workorder 5| SerialNo. 5| Customer 5

. - { Fujtsu Siemens !

- Translation Tool 995002281140 MHJMOOE007 Camputers GmioH 03.08.20095 0 ASSIgnedFCOE
EXpDH [l t=ulyialut=b =] LY AP ) [Ty b=l Ty C=} Fu]ltSu Slemens L= al=] "\l'\ﬂﬁg [a] n :

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.

2 Uil Translation Tool Search L] Adler
i Field Service
i~ Technical guestion AAEIETE |Sparepart List M

i Ersin WWCH Account £ SupportiCy || |

i Tranzlation Tool Serial Mo | |

L. Export haterial number: | |

* CH News Delivery Date: [ | [ format DOMM Yy

= DIFS for WM Diate of first uze: | | [ format DMWYy

¥ Spares Error Code (edit): | |

*+ Reports TranzlationTool: |WCM Tranzlation Tool [L]

= AR Languiage |English [il SEARCH

=+ Customer

» Help

R UL T |

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 part.

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.

FUT:['TSU THE POSSIBILITIES ARE INFINITE

Haorme | Support | Logouot

= ACH Newsboard L] Adier

= WCh Rlewes Date | Message Eriter the Serial Mo,
b Mewshoard

== DIFS for WCh [] DIFS Decoder

 SPEres Ertter the Serial Mo.

PO [REFeis Erter DIFS-Code
=+ Seftings

== Customer

»r Help

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Hotme | Support | Logout

. Frequently Asked Questions
= WICHK Mewws
= DIFS for WWCh Keywords: | | | |
v Spares Categary: | &l v Language: |English || SEARCH
¥+ Reports
v Settinos
resuLT I

= Customer

Help

"ot

i Freqguently Aszked Questions

L hanuals

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

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

=5 CH Frequently Asked Questions

e WCH Mesys

= DIFS far Wik Keywvareds: |repair SCOPE |

¥+ Spares Categary. | &l Language: SEARCHE
= Repors

= Settings

RESUL T |
x> Cuystomer

Help T —

i Frequently Asked Guestions| | What does it mean "SP Repair Scope does not contain asset"?

You have no permission to repair the mentioned asset. Therefore you receive this error message and are not able to
create & workorder. In order to help your customer as quickly as possible, please contact wour 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
zettings to ke changed, please contact wour Courtry Manager. Your Country Manager can updste your repair scope
azsignments, if this is needed.

<

e Manualz

Did this entry help You?

Yes
Mo, want to cartact WWCM-Suppor.




Service Operations |Issue: March 2011 |WCM WEB User Manual- Warranty Claim Management Tool Page 11/116

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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2. 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 Partner Management.

FUﬁTSU THE POSSIBILITIES ARE IMFINITE

- .
5 B Login
b Login
LECS Service - PartnerlD: | |
L Translation Tool Password: | |
Related D load Login
Fgrqgt oy passwgrd?
+ entry info
Enlizh

As WCM WERB 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.

FUﬁTSU THE FOSSIBILITIES ARE IMFINITE

Home | Support | Logout

s WCM Service Calls (Assigned)
3 WWCM Newws Workorder / SP-Ref: |:| Setial Mo.: |

= DIFS for Wik

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

¢ Fujitzu Siemens
= Reports 985002251161 WHJMO0E00E Computers GmbH 186,05 20C

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

995002251168 Dol s 28,001 00 2105200

95002251170 HHJMOOE021 21.058.20C

2.1 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

"'x User settings m——

£ Plaiges ¥ | ecoount settings
¥ Spares WCMACcoUnt: 0001 025857 » Eoit nellems chapluy
o e |

¥ 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

Webhsphere Password

WebSpherelD: DEDE2701

Password: | |

Repeat pagsword: | |

Other Users

Surname Firzt Hame Support 1D WebSpherelD

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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2.2 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

2.3 Editline 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 POGEIBILITIES ARE IMFINITE

Darstellung Ersatzteilliste andern
1. Calumn | Material number

2. Calumn |TE¢EI| M
3. Column |S‘latus &l
4. Calumn |Order Mo Bl
5. Calumn |RET-ND M
6. Column |RET &l
7. Column |Heturn0:ude tl
5. Column | Keephisterial
Mo allocation
haterial number
- Article Code
Preview: L
Tvpe

" Total
Lineltems price

Material Py
Material nigET Status Order Ho RET-Ho RET ReturnCode KeepMaterial
2101711 [LSF Proposed (ErrorFitFault) 000516530 1315515805

Crcderfasn
Status
Crder o
RET-Mo
Keephaterial
ReturnType
ReturnCode

2.4 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"I"SU THE POSSIBILITIES ARE IMNFINITE

| supervisor

Page 16/ 116

edit employee
200416 Sascha Spirel Minchen

view workorder:

create Workorder:

own location .
| own location

rework Workorder:
- order spares:
- propose spares:
- Return order:

- ToClaim:

||:|wn location
||:|wn location
||:|wn location
||:|wn location
awn location .

Validation Center:

view workorder:

create Workorder:

awin location

201247 Daniel Stinner Mannheim

owh location |

no right

rework Workorder:
- order spares:
- propose spares:

- Return order:

- ToClaim:

Quit

just own calls

all locations
e

||:|wn location
| owhn location

||:|wn location FI

Finish
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3. 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.

3.1 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.

FUT?TSU THE POSGIBILITIES ARE INFINITE

Home | Support | Logout

WG

i~ Field Service

i Technical question
i Ersin

i Tranglation Tool
Export

= WICH hewes

= DIFS for Wikl

Service Calls (Assigned)
Wiorkorder [ SP-Retf: l:l

Serial Mo. 5| Customer 5

| Fujitsu Siemens

b Mew service call

Setial Mo

Workorder 5
: + Reqguested (00

995002261161 | YKUNDO300S | 18082009 0 | AssignedFoO.

H i Computers GmioH i H H H )

 Fujtsu Siemens * Rejected (5)
995002281189 | DNAm00100! | oAl RTEE | 21.08.2009, 0 | AssignedFco » Assigned (12)
985002261170 | yionanzy | S Siemens | 21082009 0 ! masignedFCo; » Open (18)

i Computers GmbH b Im Prociress 15771

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

FUT?TSU THE POSGIBILITIES ARE INFINITE

Home | Support | Logout

% e Workorder Detail (O actions |
i Field Service v Acoept warkorder
i Technical question Call Date | Workorder i Partner call number | Current Status » Reject warkarder
S 18.08.2009 | 995002281161 | AssignedFCO » Mewy Commert
g . Customer | Hame i Product L ECS + Edit Reference Mumber
- Tranglation Tool FLitew Si comt : : : )
(- ol SHEMEnS COMPUEIS andziors, Georg | YKJNDD3008 - 5G3Ha » Print workorcler
v Refresh page
== WS Pees Response Time i repair time i Date of Carriage i DIFS-Code
a ] ; ;
»x DIFS for WiChi H i H _
e Service Type 5P Service Type Customer L] Detail Views
el onSite | Onsite v Call
== Reports v Meszages
= BEER CURREHT ViEW: CALL [ | * Customer
»r Customer v Procuct
== Help . : v Spares order
Conditi | Sym i
) : ptom : Action o v torkarder History
5 - During =tart up i G- General 4 - HW-Repair with Spare .
i W - Cther v Systemn Histary
{ K - Other v nvaice

Problem Description
Test Bestellungen

Fco Description
"FCO0 TEST ZRA."

[] Search for Workorder | Serial
Wiarkorder f Serial Mo,

[ adier

Enter the Serial No.

Line kems

Material
Material number Total
34012719 1

Status Order Ho RET-Ho RET ReturnCode KeepMaterial

Proposed - D - D
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3.1.1 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 POGSIBILITIES ARE INFINITE

Page 18/ 116

Home | Support | Logout

T

i Field Service

i Techrnical questian
i Ergin

i Translation Toal
Export

o WK Meves

rr DIFS for YWCk

Workorder Detail

i Current Status
| AzsignedFoo
{ ECS

| SGHKS
| DIFS-Code

= Spares

> Reports

Call Date | Workorder i Partner call number
15.05.2009 | 895002251161

Customer i Hame ! Product

2#1':33'_‘1‘ Siemens Computers Vandziora, Georg YHINOD3005

Response Time repair time Date of Carriage

a a :
Service Type SP Service Type Customer
OnSite | OnSte

v Accept workorder

v Reject workorder

» ey Comment

v Edlit Reference Mumber
* Print weorkarder
» Refresh page

[] Detail Views
v Call

v hleszages

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

3.1.2 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 Accept workorder

Next window:

FUﬁTSU THE POSSIBILITIES ARE INFINITE

ek Workorder Detail
b Field Service
echnical guestion Call Date: | Workorder i Partner call number
Fsin 15.08.2009 | 895002251161
) Customer i Hame | Product
ranalation Tool Fuitsu Si Comat : :
) ujitzu Sismens Computers )
i Export GmbH Kandziora, Gearg Y HJMO03005
= WCH Mews Response Time repair time Date of Carriage
% DIFS for W o D .
T Service Type SP : Service Type Customer
e onsite ! Onste

i Current Status v Reject workorder
| AszsignedFCo » Mewy Camment
| ECS v Edfit Reference Mumber
S v Print wearkarcer
v Refresh page
: DIFS-Code

[] Detail Views

v Call

| accept workorder

Accept call
Accept call?
Partner call nisniber;
order sparesy

mccapt FOO?

FCO-Dezcription:
"FOO: TEST £RAN

®ves Ono

| 20 characters avalable

@Vcs DND
@ ves Ono

[Ed auit

[“ Back

IO Hext

|[u Finizh
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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.

3.2 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 | Logowt

nem Service Calls (Assigned) ] Actions
i Field Service Workorder f SP-Ref: Serial Mo.: [ | RT:[ | |

i~ Technical guestion
4. e Workorder 5| SerialNo. | Customer 3 Call Humber 5

i Translation Tool 995002281161 | YKJHOO3008 | g‘)‘;z‘::::‘g:‘niﬂ | 18.08.2009. 0  AssignedFCO. » Requested (1)
: E— v Rejectad (5]
. Export i Fujitzu Siemens ;

s95002281163  DNAsOBODt | (SR RO 21082009 0  AssignedFCO » Assigned (12)

== WNCK 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

FUTTTSU THE POSSIBILITIES ARE INFINITE

Setial Mo |

CallDate: mog2008 | ] hour|1s . minute: | 49 [»

Quit Back O Finish

Click on <Next> to proceed; system and warranty information as stored in ADLER will be displayed.
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FUT?TSU THE POSSIBILITIES ARE INFINITE

| new workorder

)

Serial Ho.: YHOE033205

Product: ESP E3510 JC20 EF 300523000
i SUPERMULTI

Article Code: WEYCE3S1 0PPAGH B

Delivery Date: 02.12.2008

Activation Date: 04012009

WRDE0ZS205

Warranty code:
warranty owner:

warranty group:
warranty description:

product information . .

| FSP.GB3S00Z00GEEDS
| GER

{ BDS

3 years On-Site Service, Sx8,

i walid in Europe, Africa and Middle
| East

@ customer has paid for

Additional-Text: P @

a

Service Type: | onsite

Service to he provided at Fujitsu Technology Sohtions

expense

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

To customer: 04012012 Desk-To-Desk: D To customer: 04012012 Desk-To-Desk: |:|
Work: 04.01 2012 Door To Door: D Work: 04012012  Door To Door: |:|
Material: 04.01.2012  Return To Base: D Material: 04.01.2012  Return To Base: |:|
Response . A 7 Response . ) 7
Time: ] Bringin: Tirme: i] Bringin:
repair time: 0 Material: repair time: u} Material:

Service Type: | onSte

a

I\

1. “Product information”: ADLER product information
2. “Customer has paid for”: Customer warranty data

Finish

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.

3.2.1 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

YHEDSO3S205

Customer I0:
Company:
Surname: @
First Hame:
Town:
Create néw customer: []
L |
FUﬁTSU THE POSSIBILITIES ARE INFINITE new workorder
YHEDSIEEI05

Customer Details

Test SA
O south's africa street 1 [Eew Contact
12345 Preforia
Testmaier Test
) BgmUkich-Str. 100 I d# Contact | [ERew Contact

86139 Augshurg
Fujizu Slemens Computers GmbH

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

40472 Duzseldort

B dlims s Cmemmma o 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 IMNFINITE

TRDE0EE205

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 IMFINITE

YREDES0ZE205

Fax business:

Mobile:

Email 2:

accessible under:

Company: | |
Surname: |Gadletz |
First Hame: |Christing |
Department: | |
Street: |Mies-van-der-ﬁnhe-&trasse g |
Post Code, Town: lsosor | [Minchen |
Country: | Deutzchland
Phone Private: |nB952525252 |
Phone Business: |0B9R2R26262 |
Fax private: | |
|
|
|
|
|

|
|
Email 1: |
|
|

A “Warning list” check is opened:

new workorder

FUT?'I"SU THE POSSIBILITIES ARE INFINITE

WD S03E205

Export Monitoring - Warning List

ER=HANTHAKUMAR, ARUMNACHAL &M Tehran IFan
mST.ﬂ.EIELLE ALINMG Culiacan, Sinaloa hexico
mSTOPHER ALING Culiacan, Sinaloa hexico
A Culiacan, Sinaloa hexico
mSTIN.& ALIMG Culiacan 0129 hexico

‘ez, the customer iz registered in the warning list

Mo, the customer is not registered inthe 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

FUT?'I"SU THE POSSIBILITIES ARE IMFINITE

D E038205

new customer numhber

Customer: Gadletz, Christine
Customer ID: E 2302015372
S ——

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 1D: |

Company: |

|
|

Surname: |Gadletz @ I [
|

FUTi’T First Hame: | |

Town: |I'-.-1un-:hen
Create new customer: ]
Mies-van-der-Rohe-Strasse 8 :ﬁdil Contact | [QMew Contact |

20807 Murchen
Fujtzy Siemens Compuiers GmiaH

Gadletz Christine =
O nmancts a8 [BMew Coract

new workorder

Fuﬁ]‘su THE POSSIBILITIES LARE INFINITE

TEE0ERI05

Location

Migs-van-der-Rohe-Strazse 8
g0a07

O Miinchen
Deutzchiland
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FUﬁTSU THE POSSIBILITIES ARE INFINITE | new worko

HDE0I205

Salutation: e ]
Company:
Surname:
First Hame:
Department:
Street: MWies-van-der-Rohe-Strazze §

Post Code, Town: aoaoy Minchen @
Country: Deutzchland \_/ EI

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>

3.2.2 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

Condition

YD S038205

ECS Plus (DIFS Code)

Problem Description:

service partner reference
number

350 characters available

mancdatory
field

20 characters available

order spares

®ves Ono

‘€ Error Code System - Fujitsu Technology Solutions

BEX]

- Eror meszage
- Diriver problem [detail in comments)

- waming meszage [detail in comments]
- Other

i]

1

o]

I - Mechanical problem
W

*

I

II

[E Print EC Guide

- Cost estimate

- Fieturn to customer without Bepair

- Modification requested by Servicepartner
- Forwarded external

- Forwarded internal

- other

Zondition Symptom Action

{0 - Failz from initial power on A - Battery / Accu 1-CPU 0- Mo Defect Faund / Functional Check. anly
1 - Always [during processing) B - Board / Ram ¢ internal 10 2 - Memary / cache 1 - Explanation to custormer
2 - Sporadic C - Communication / external 10 3 - Clock. / timer 2 - Re-adjust cabling
3 - Under high Load [ - Digplay / Videa 4 -Fan 3 - Ship cuztomer replaceable unit
4 - During mechanical adjustment/movernent E - Removable drives # changer £ - PCMCIA 4 - H'w/-Repair with Spare
5 - During start up G - General B -154 5 - Hw/-Fepair wo Spare
E - During switch off H - Hard digk C-PCl E - System exchanged
7 - During Standby mode K. - Input device D -PCle T - Hw-Repair and info to Parther
8 - During Configuration/| nstallation M - Maon technical E-IDE A - Sw-Reload
9 - Enwironmert - Wibration F - Power / Chassis F-SATA B - S'w/-Update
A - Environment - Cold F - Digk array / RAID G - SCSI C - BIOS ffirmware update
B - Environment - Hot S -Software / 0S5 J - Cannector D - Driver Update
C - Environment - Wet T - Sound / Audio L -AGP E - Wiz removed
[ - Environment - Dusty Z - Security # - Other on system board F - Operating Spstem reinstallation
E - After H'w upgrade J - ConnectorJumper re-fitting
F - After Sw/Driver/0S update M - Customer Application support
G - Damaged / dropped M - Modification requested by manufacturer
* - Mat Applicable / unknown - Mo function recognizable 0 - Defective Spare

P

Q

R

S

T

=

et |

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

FUTTTSU THE POSSIBILITIES ARE INFINITE

THERS03R205

Information
Condition Symptom Action
1-Always (during processing) B-Board f Ram finternal 10 4-HN-Repair with Spare
1-Error meszage
1-CPL

ECS Plus (DIFS Code) _ Check

low CPU performance causes the systemto freeze

Error Code edit

Problem Description:

.339 characters available

service partner reference
number

order spares @ Yes {:}m.:.

Quit [l Back O Hext (B Finish

1 -P345 14 characters available

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

3.3 Field change order

With WCM it is possible to support recalls. The list of serial numbers affected can be loaded. WCM wiill
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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FUﬁ]‘SU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

If a Field Change Order is assigned, the status

¥ W :

= changes to “AssignedFCO” :

i Fleld Service » Accept workorder
Technical question rrent Status » Reject workorder
Ersin 9/2/2009 | 995002281237 ignedFCO » New Comment

2 Customer i Name | Product ECS » Edit Reference Number

i~ Translation Tool i i

" i i YK25001845 i 1EM24 » Print workorder

= Export Response Time | repair time | Date of Carriage | DIFS-Code » Refresh page

»» WCM News 24 0

»» DIFS for WCM Service Type SP | Service Tune

OnSite 24h performance i Ons . H : :

# Spares ki 4 Brief Field Change Order Information, e.g. with

i fenous ) reference to related FTS Service Bulletins

 Settings CURRENT VIEW: CALL

appear.
»» Customer
» Help Condition i Symptom
1 - Always (during processing) E - Removapf drives / chf
M - Mech#hical problem
|‘ » Inveice

Problem Description
DVD not working

Specific Spare Part Proposals are added.

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

|
[ Eerssn | @

Additional FCO specific labour flat rates might be added.
However: This is modified by the Validation Center if:

Line items
Material
Material number

84003514

34011474 Proposed

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

Status
0K

price
0.00 CZK

Material number
WTY:FLATRATE
FieldChangeOrder

Material number

WTY:WORK_FCO

WTY:TRAVEL_FCO Proposed

price
0.00 CZK
0.00 CZK

® 2009 Fujitsu Technolegy Solutions

Imprint

Privacy policy | Terms of use

FUﬁTSU THE POSSIBILITIES ARE IMFINITE

| accept workorder

Accept call?
Partner call number:
order spares?

accept FCO7?
FZO-Description:

"FCO: A kevboard metal plate has to be
apply to shipment of CRU parts "

@"r‘es {:}ND

| 20 characters available

@"r‘es {:}ND
'@"r’es OND

aw

The field change order added by FTS has to

be accepted from the SP again.

The work order only can be accepted in total.

esponding. This FCO does not

The order can only be accepted in total.
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o)
FU“TSU THE FPOSSIBILITIES ARYQ 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 wzie suggested for the'van

Material nzinber Description Warranty LSF BET ECS FTA quantity

34024372 O O O O 1

3.3.1 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.

3.3.2 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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3.3.2.1 FECO 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:’ |
FUJITSU "o rossiattivies ane tarinire _
(O] Actions |

Home | Support | Logout

¥ wew Workorder Detail L] Actions
i Field Service » New Comment
i~ Technical question Call Date | Workorder . Partner callnumber | Current Status » Print viorkorder
‘.. Ersin 16.09.2009 | 995002281259 | Rejected » Refresh page
g ) Customer i Name i Product L ECS
i~ Translation Tool . X ; . .
o BT g‘n’:}sﬁ Semens Computers o ziora, Georg | YK8V001302 | 2K314
»» WCM Mews Response Time repair time Date of Carriage DIFS-Code » cal
0 ) P + Messages
= DIFS for WCM H H
Service Type 5P i Service Type Customer + Customer
»» Spares X : .
CRU (repairable} { CRU (repairable) \ Product
IR v Spares order
# Setings I The Field Change Order » Workorder History
= Customer B28 Error: requires a technician is » System History
CRU rejected - FCO pending - contact Help Desk 4— .
v Help ! pEneng ’ involved. You can open a » Invoice
) new workorder, change the
CURRENT VIEW: CALL SerVice type to on Site or [ Search for Workorder | Serial
_ bring in and retry or contact
Condition i Symptom the Helpdesk

2 - Sporadic i K- Input device

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

Material number Total Status Order No RET-No RET ReturnCode KeepMaterial|
34003821 1 Froposed - 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.

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

| P
FUﬁTéﬁ THE POSSIBILITIES ARE IMNFINITE new workorder
YHEVD01202 AR
i

The following FCO have been found for YKEV001322:
s FCO: In caze 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 also check the soldering at the heat pipe.

There iz a FCO of Type A! Thiz will prevent the creation of a CRU workorder.
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FU]?TSU THE POSSIBILITIES ARE INFINITE
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Workorder Detail

Home | Support | Logout
¥ WCNM
i Field Service

i+ Technical guestion
i+ Ersin

# Translation Tool

- Export

=

B

=

=

=

=

=

E-

WCM News
DIFS for WCM
Spares
Reports.
Settings
Customer

Help

Call Date i Workorder Partner call number i Current Status
16.09.2009 | 995002281260 | AssignedFCO
Customer i Name Product | ECS

ELIL'E'IJ Siemens Computers . y-iora, Georg YKEVD01302 | 2K314
Response Time repair time Date of Carriage : DIF5-Code

0 ‘o :

Service Type 5P Service Type Customer

Bringln Bringln

CURRENT VIEW: CALL

Condition
2 - Sporadic

i Symptom

i 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 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.

v Accept workorder

» Reject workorder

+ New Comment

+ Edit Reference Number
+ Print workorder

+ Refresh page

[ Detail Views

+ Call

+ Messages

+ Customer

+ Product

» Spares order

» Workorder Hiztory
+ System History

v Invoice

[] search for Workorder | Serial

‘Workorder / Serial No.

Line ltems
Material

Material number Total Status

34003821 1
Labour

Proposed

Material number Status Total

WTY FLATRATE oK 1

Order No RET-No

- O

price
0.00 EUR

RET ReturnCode KeepMaterial

|

As usual, subsequently the work order with the assigned FCO has to be accepted by the Service Partner

again.
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3.3.2.2FCO is of type A1 and the service type is “CRU”
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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.

r - - - -
€ new workarder - Fujitsu Technolagy Solutions

FUjiTSy e »

product informateey
Serial No.:
Product:

Article Code:
Delivery Date:

Activation Date:

Opening work order
request with serialnumber

YK2K019050

| LB 57110 SXGA= /C-

| T2300E/512MBICD-RW_
| LKN:RUS-210100-001

warranty description:

3 years bring in service Global
i Limited

Additional-Text: -

customer has paid for

Service to be provided at Fujitsu Technology Solutions
expense

[«

" TEeew » ESHIEET >
| new workorder
YH2K0 19050
Warranty code: FSP:.GL3BO0OOONBS
warranty owner: RUS
warranty group: NBS

m

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

From From

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

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

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

Material: 0410.2009 Return To Base: O | materiat: 0410.2009 Return To Base: O

Response . X v Response . X v

Time: o Bringln: Time: 0 Bringln:

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

] - \ y = = _ o 0
Service Type: | CRU (repairable) & new workarder - Fujitsu Technology Selutions 4 WESsw » . @ﬁ[
i s | new workorder
Qu't FUII‘I’SU THE POSSIBILITIES ARE IMFINITE
Fertig
YH2ZK012050

The following FCO have been found for YK2K019050:
» FCO: A keyboard metal plate has to be added according to SB-M-08024 in order to aveid that the J key is not rezponding. This FCO

does not apply to
Material invohed:

shipment of CRU parts.

1. 34024372 MET KB SUPPORT PLATE 57110

The FCO Material wil be added automatically after workorder cr&g‘t\E - !IS !CO will be ignored 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.

v I

Finish
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ﬁ new workorder - Fujitsu Techr::'log.y SorutT;s . .--_-' - - - LE'&Q

| new workorder | n

Fuf’[’rsu THE POSSIBILITIES ARE INFINITE

YHZKO 12050

-
| Serial No. i YRZKO19050 | -~
Problem Description
Partner call number
Error Code Condition Symptom Action
& - During start up P - Power / Chassis 4 - HW-Repair with Spare
0 - Mo / partly voltage
X - Other
Problem Description battery not loading r
customenarish CRU (repairable)
Service to be provided at
Fujitsu Technology Solutions CRU (repairable)
expense
Delivery address
Delivery Comment standard
Delivery address microCAT EDV Vertriebs und Software GmbH =
Craniel Stinner
Oberanger 40-42
20331 Mdnchen
Spare Parts
Material number Warranty CRU RET ECS FTA quantity
-BT- E 4 ) : S5-
28039520 Jfl);l’ ZND BA R UNIT (6CELL 3800MAH) / FUJ:CP25194 O O O 1
-
Back Next
Fertig v Vertrauenswirdige Sites | Geschitzter Modus: Inaktiv

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

FU["I‘SU THE POSSIBILITIES ARE INFINITE |_

Home | Support | Logout

% ol Workorder Detail
i~ Figld Service » Repair started
i~ Technical question Call Date | Workorder ' Partnercallnumber  MCurrent Status * Update service type
Lorer 16.09.2009 | 995002281268 | | Open + Order parts
. ; Ch tat
i.. Translation Toal Eg:tor;er - Name Product ECS ' anlgesa s
b Export 1 SIEmens BOMPUERS L andziora, Gsorg | VK2KD19050 ¢ spoxe * Appointment arranged
= G v Cancel Workorder
* WCN News Response Time  repair time i Date of Carriage DIFS-Code
0 0 : v New Comment
¥ DIFS for WCH N §
-~ Service Type SP i Service Type Customer » Edit Reference flumber
= CRU (repairable) | CRU {repairable) » FPrint workorder
¥ Reporis + Refresh page
B & CURRENT VIEW: C.A L L
 Customer [ Detail Views
¥ Help ECS v Call
Condition i Symptom i Action
: v Messages
5 - During start up P-Power/ Chassis i 4- HW-Repair with Spare
i 0-No/ parlly voltage ; » Customer
i X - Other ‘ » Product

+ Spares order

Problem Description » Workorder History

battery not loading » System History

v Invoice
Line ltems
S [ search for Workarder | Serial
Material number Total Status OrderNo  RET-No RET ReturnCode KeepMaterial

"
88039520 1 . 0 - 0 Workorder / Serial No.

Material number Status Total price [ Adler
WTYFLATRATE  OK 1 0.00EUR |—|Emerthe5enalNu.
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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.

g new workorder - Fujitsu Tnzchral‘alrc:ng“lj,.r Solutions - ..1 Teesw - »

PETEN

[«

The following FCO have been found for YK8V101328:
& 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.

FUﬁTSU THE FPOSSIBILITIES ARE INFINITE new workorder
YHEWVD01328 i

There is a FCO of Type Al This wil prevent the creation of a CRU workorder.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

% WCM

i Field Service

i Technical question
i Erzin

i Translation Tool
. Export

= WCM News

= DIFS for WCHM
¥ Spares

** Reports

= Settings

»x Customer

== Help

Workorder Detalil

+ Accept workorder

Call Date i Workorder i Partner call number i Current Status + Reject workorder
16.00.2008 | 595002281271 | AssignedFCO » New Comment
Customer | Hame i Product | ECS + Edit Reference Number
EI.II-IJ-II‘LS'-II.I Siemens Computers Kandziora, Georg YK8W001308 SH124 v Print workorder

+ Refresh page
Response Time : repair time : Date of Carriage : DIFS-Code
OnSite 48h performance { OnSite 48h performance \ v Call

» Meszages
CURRENT VIEW: CALL —  Custamer
+ Product
\Spares order
»NAigrkorder History

Condition i Symptom i Action

5 - During start up | B-Board/Ra . )
Ci-emormess|  The status is changed and the FCO ptem History
- 2-temerv /g information is displayed. pice

Problem Description

Not enough RAM detected while booting

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 alzo check the soldering at the heat pipe.

Line ltems
Material
Material number Total

Status Order No RET-Ho RET ReturnCode KeepMaterial|
34006911 1 Proposed - - O
Labour

Material number Status Total price

WTY FLATRATE oK 1 87.20 EUR

As usual, subsequently the assigned FCO has to be accepted by the Service Partner again.
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3.4 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.

3.4.1 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.

3.4.2 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.

3.4.2.1 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.

3.4.2.2 Replacement

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

3.4.2.3 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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3.4.2.4To 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

3.4.3 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:

3.4.3.1 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.

3.4.3.2 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.

3.4.3.3 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.

3.4.3.4 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.

3.4.4 WCM WEB information

3.4.4.1 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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FU]?TSU THE POSSIBILITIES ARE INFINITE

Hame | Support | Logout

5 o Workorder Detail EET
- Field Service + Repair started
- Technical question Call Date | Workorder i Partner call number i Current Status * Update servicetype
B 18.03.2009 | 995002270113 : | Open v Order parts
. Customer | Hame i Product | ECS + Change status
- Tranzlation Toal FLitsu Si P— : | : -
- Export WIS SIBMENS LOMPUIETS | 4 nziors, Georg | VKETODM709 ' ami14 » Sppoirtment arranged
24 GmbH ! ' '
_ | o ! R ! » Cancel Workorder
= VAR Rlevs Response Time  repair time + Date of Carriage + DIFS-Code
a : 0 | | + Mewy Comment
= DIFS forwwice Ll R el R "
Service Type SP | Service Type Customer » Eelt Referance Number
o Epares OrSite ! onste » Print workorder
*x Reports v Refresh page
* Settings CURRENT viEW: .. LS
¥ customer [] Detail Yiews
@ Help Additional Information (AP): . v Call
SWAP Process: Hote Serial Humbers for warranty claim entryd _ » Messages
» Customer
v Procuct
Condition | Symptom 1 Action v Spares order
3 - Under high Lozd : B - Board ! Ram firternal 10 : 4 - HWW-Repair with Spare » workorder History
11 - Errar message | X
11 - CPU | v System History
r Imvoice

Line tems

Prohlem Description
Bad performance under high losd. ] Search for Workorder / Serial
Wiorkorder /Serial Mo .

[v]
Material
. el (] Adler
Material number Total Status Order Ho RET-Ho RET ReturnCode KeepMaterial
FEO0ET12 1 Propozed - - O Enter the Serial Mo.
Labour
Material number Status Total price
WY FLATRATE Ok 1 115.00 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

FUﬁT’SU THE POSSIBILITIES ARE INFINITE

| workorder to claim |

Change status
Change status to: To Claim

Call Entry ShRE*
WHETOOM 709

*HOTE:

defective ShR here.

Please enter the serialnumber of the defect asset:

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

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 | ] m

| workorder to claim |

FUﬁTSU THE POSSIBILITIES ARE IMNFINITE

Change status
Change status to: To Claim

Please enter the serialnumber of the defect asset:

Call Ertry ShR*®
sWETO0T 7049

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

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

Replacement SR [SWAPY:
YHETOM 714] |

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.



Service Operations |Issue: March 2011 |WCM WEB User Manual- Warranty Claim Management Tool

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Page 38/116

Haome | Support | Logout

I WCM

i Field Service

i~ Technical question
i Ersin

i Translation Tool
Export
WO News

== DIFS for WiCh
¥ Spares

»» Reports

2 Settings

i customer

»= Help

Workorder Detail
 overiews

Call Date + Workorder ! Partner call number + Current Status
18.03.2009 | 895002270113 : | TatClaim

Customer | Hame | Product | ECS

Fuitsu Siemens COmputers o riora, Georg | YKETOD1709 | 3E114

GimbH ! ! !

Response Time | repair time | Date of Carriage | DIFS-Code

0 0 ' - !
________________________ e
Service Type SP - Service Type Customer

Onsite | OnSite

CURRENT wIEw: C.4 L L |

Additional Information (SWAP):

Call Entry SHR: WHETOO1709

Replacernent SHR (SWAP): YKETOD1714 —
Information:

Thiz repair was fixed by exchange of the system unit. ‘—

Condition | Symptom i Action
3 - Unider high Losd B - Board [ Ram linternal 10 4 - HWi-Repair with Spare
11 - Error message !

V1-CRU
Problem Description
Bad performance under high load.

Fixed by exchange of hlade.

Line items

Material

Material number Total
3006712 1
38006712 1
3B006712 1
3006712 1

Status
Propozed
Confirmed
Despatched
Returned

Order Ho RET ReturnCode KeepMaterial
504649001 - - t
8004643001 - -

S004649001 5137126523

O
O
O

|
O
504649001 6157126623 -

Material number Status Total price

+ Rezet To claim

v Mewy Comment

v Edit Reference Mumber
v Print wearkorder

+ Refresh page

[ Detail Views

v Call

» Mezzages

v Customer

+ Product

v Spares arder

b Workarder Hiztory
v System History

v Iz

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

[ Adler
Erter the Serial Mo.

3.4.4.2 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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[-‘Uﬁ]‘suusn:smnnu ARE INFINITE ‘_ |

Home | Suppart | Logout

= v Workorder Detalil [0 actons |
i Field Service » Claim Wiorkorder
i Technical question Call Date : Workorder : Partner call number | Current Status v Repair failed
b (Sl 25032009 | 9950022701 45 : ! RepairSuccessul + Update service type
f : Customer Hame Product ECS v Repair successful
- Translation Tool ; : : :
R — Puitsu Siemens Computers s, Georg VEBLO22326 20316 » Order parts
i GmbH
_ H o H R B » Return order
w3 WCTR Ples Response Time 1 repair time : Date of Carriage 1 DIFS-Code .
+ Keep Material
e DIFS for WiCh L n oY .
= Service Type 5P : Service Type Customer Claim EHW ShR | Cancel Workorder
Spares oot o door ! Door to door named by customer | Mew Comment
=» Reports ! Iut the He|p Desls. v Edit Reterence Mumber
¢ Seftings CURREHT VIEWY: C.ALL IS | | OrHOrder
= Customer » Refresh page
w Help Additional Information (SWAP):
SWAP Process: Please take a note of both Serial Humbers for subsequent entry in WCHM! [ Detail Views
v Call
r Messagss
Condition Symptom Action + Clstomer

3 - Brightnzss ! contrast

1 - System =screen » Spares ordet

2 - Sporadic 1 D - Display / Video | B - System exchanged v Product

Problem De " ] Workorder to claim - Microsoft Internet Explorer [ m

| workorder to claim

Display briliance not acceptable

FUﬁTSU THE POSSIBILITIES ARE INFINITE

System exchanged.

Change status
Change status to: To Claim

Line tems

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

WY FLATRATE

Call Ertry SMR*

YEBLO22326

*HOTE:
Flesze double check the Serial No. entered during call open is identical with the Serial Mo, of the defective customer svstem. If not please enter
defective SMR 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

=B
FUT:[’TSU THE POSSIBILITIES ARE INFINITE |workorderto <laim

Change status
Change status to: To Claim

Please enter the serialnumber of the defect asset:

Call Ertry SHRE*
vESLDZ2327 | [y

*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 enter
defective SHR here.

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

Replacement SR (SvaaP
[vEBLOZ2271
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After the correct data entry in WCM the workorder is processed with the actual defect system SNR.

WCM WEB:
FUﬁTSU THE POSSIBILITIES ARE INFINITE

Horme | Suppant | Logout

E £ - System exchanged
1 3 - Brightness / contrast !
11 - System screen

Problem Description
Dizplay briliance not acceptabls
System exchanged.

Line tems

Labour
Material number Status Total price
WY FLATRATE Ok 1 6.00 EUR

3.4.4.3 SWAP Example 3 - Blade unit was repaired not swapped

3 e Workorder Detail O] pctons |
i Figld Sarvice » Reset Ta claim
&~ Technical question Call Date | Workorder | Partner call number | Current Status » Mew Commert
o 25.03.2008 | 985002270148 : 1 TaClkaim + Edt Reference Number
; . Customer | Hame ! Product | ECS » Prirt workorcler
i Translation Taal Fuitsu i Com : : :
) Uitzu Siemens Computers . ' ' v Refresh page
L. Export b | Kendziora, Geor | vEBL022327 | 20316
WK Mevws Response Time | repair time | Date of Carriage | DIFS-Code
0 o P [] Detail Views
wDFSforce S e S The corrected SNR 1
b Spares Service Type SP - Service Type Customer is linked to the
Dioor to door ' Dioor to door Workorder + Meszages
*» Reports i » Customer
5 BeiliEs CURRENT VIEW: CALL ¥ Product
=+ Customer b Shares arder
% Help Additional Information (SWAR): » Winrkorder History
Call Entry SHR: vEsLozzaze St The originally recorded » System Histary
Replacement SHR (SWAP): YEBLOZ2271 SMR is stored to trace + Iraice
Informations T ‘the actionsonthis |
is repail j - \Workorder.
This repair was fixed by exchange of the system unit. e ——
‘Wiorkorder [/ Serial Mo,
ECS
Condition | Symptom | Action
) ; ) ) ; [ Adler
2 - Sporadic ' [ - Digplay ! Yideo

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 |
FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Suppor | Logout

" .
¥ oM Workorder Detail EE
i Field Service » Claim Waorkorder
i Techrnical guestion Call Date | Workorder ! Partner call number | Current Status * Repair failed
B (B 25.03.2009 | 995002270160 : | RepairSuccesstul v Upedate service type
§ Customer \ Hame | Product | ECS » Repair successul
t Translation Tool . . B B :
Ry Fuiitsu Siemens COMpUters | o iors, Geory | YKELIODT1 54 | 3Eze » Order parts
por CirkH H H H
_ H L B ~ B + Return order
= WCH Mewes Response Time  repair time + Date of Carriage + DIFS-Code
o H 0 H + Keep Material
= DFSforwcM | o . b eeeil.
Service Type SP Service Type Customer » Cancel Workorder
s oo Onste | Onite » Mew Comment
= Repotts ! + Edit Reference Mumber
Print korh
S CURRENT VIEWY: AL L |y | 1 IO
= Customer » Refresh page
=+ Help p— " " -
Symptom Action [ Detail Views
3 - Undder high Load : B - Board ! Ram Jinternal 10 : 4 - HW-Repair with Spare
+ WY - Warning message (detail in : » Call
1 comments) H » heszages
| 2 - Memory f cache : » Customer

- v Product
Problem Description 5 "
.
Proklems with memory dump pares orcer
» Workorder History

v System History

b Inevoice
RAM exchanged.

[] Search for workorder / Serial

Line |lj!ms Warkarder [ Serial Mo,

Material number Total Status Order Ho
34005214 1 Propozed

Material number Status price
WY FLATRATE QK 1 11500 EUR

% Warkerder to claim - Microsoft Internet Explorer M
FUﬁTSU THE POSSIBILITIES ARE IMFINITE workorder to claim

Change status
Change status to: To Claim

Please enter the serialnumber of the defect asset:

Call Entry SME*
NHEUODT 154

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

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

Replacement SR (SWAPY;
[vhEU001154

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

3.4.4.4 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 will
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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| ]
FUT?TSU'IIE POSSIBILITIES ARE INFINITE _

Home | Support | Logout

% oM Workorder Detail O actions |
- Field Service » Reset To claim
- Technical question Call Date | Workorder ! Partner call number | Current Status » e Comment
. Ersin 25032009 | 95002270152 : ! TaClim + Edit Reference Mumber
" Customer | Hame ! Product | ECS + Print wwarkorder
Translation Tool : : :
+ Wollkammer, Mike 1 WEBGOOO7SE 10018 » Refresh page

= B Response Time | repair time | Date of Carriage ! DIFS-Code
e VWK Netves : | :

.D ....................... \.-D- ______________________ L_Z_B_'??'_Z_U_U_g _______________ b e e e [ Detail Views
== DIFS for WWCh Service Type SP | Service Type Customer cal

. ¢ Cal
= Spares CollectiReturn + Collect&Return ,
g v Customer
) d 1

i+ Seftings CURRENT VIEwW: CALL + Product
2 Help Condition ! Symptom ! Action v Warkorder History

1 - Alvways (during processing) . D - Digplay ! Video . 5 - System exchanged (indirect) v System History

1 0 - Mo picture (power is on) ! i
1 - System screen B *Imeoice

Problem Description [] Search for Workorder | Serial
AR ST SWaP Gerdt inrkorder @ Serial Mo
[ Adler
Monitar repaired centrally
Erter the Serial ho.

3.4.5 To Claim the Work order

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:

3.4.5.1 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.

3.4.5.2 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.

3.4.5.3 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”



Service Operations |Issue: March 2011 |WCM WEB User Manual- Warranty Claim Management Tool Page 45/116

3.4.6 SWAP Datain ADLER

3.4.6.1 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.

adler’

adlerya. 10

| PRINT

ABOUTUS | RE-REGISTER | DOWHLOAD | UPLDAD

YEBLO22327 - Warranty / Service

Tyne: AHILO Display L 3120
eI Family cade: YEAL AHILOLL 3190 Partnumber:  526351-K1264-181

weight (gram}: Material number: ~ 000000010800850072

Last update: 03072008

warranty information

partlist
conponert detals | multipurpose for details click hete
configuration data
M delverycate: 10292008 Dafeoffistuse; 1 1280200%
h
esting results
delivery dats history firstuse date

el W Customer warranty / service
adcitional services

hisory Code: FSP GND0NOSTOWDYE ] Multipurpase - Micrasaft Internet Explorer

Description: 3years Door-to-Door Exchange Senic
courtry cortraling i o
smiichaton e E - FAC Limited Warrany

teports OWNer: HOL
Group: DVE - DiplayEntry
Reactiontime {hy: YEBLO22271 - Multipurpose
Repairtime (hy: ¢ Flag Datum Ersteller
warrantydays: WD Sinp 0030317 adleradm X
warrantytine. 5

ON-SITE TRANSPORT TRANSPORT LABOUR MATERIAL L}
From customer To customer
Hizerann 110282011

Detail information

(inmonths) histary warranty
Code 05 FC TC LA |MA | PRODUCER OWNER

BASIC

ADD. WAR-INFO (BW_no_BOM plojojo|o U ukn

STANDARD FEPGHIDO0DSTOWDYE O3 36 0|0 A O0A1202147

TOPLP

EXTENDED
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3.4.6.2 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.

test

ABOUTUS | RE-REGISTER | DOWNLOAD | UPLOAD

)
ITSU

| PRINT

YEBLO022271 - Warranty / Service

device setialnumber

Type: AMILO Dizplay L 31800
VERLOZ22T! Family code: YEBL AMILD LL 3190 Part humber: S26361-K1284-y181
weight (gram): Material number: 000000071 0600830072
Last update: 3972008
wearrarty information
partlist
componert detele — multipurpose far defails click here
configuration data
festlomalon e delivery date: 102072008 Date offistuse: 1112812008
testing resultz
delivery dats history first use date
i Tma‘ “iew | Customer warranty / service
Andtional services .
bislory Code: } FEP AP €] Multipurpose - Microsoft Internet Explorer
courtry cortraling Desclnptlun. FEF:SWiAP .
admivitration | ATE&: - waarranty area notvalid
teports [ Owner: 1]
Group: Wil - Product liability data
Reactiontime ¢h): 1 YEBL022271 - Multipurpose
Repair time (h): ] Flag Datum Ersteller
warranty days: D SHAP 2009-03-17 atleradm ¥
warranty time: A
ON-SITE TRANSPORT TRANSPORT LABOUR MATERIAL
From customer To customer
Detail information
(in months) history warranty
Code 0% |FC |TC LA |MA | PRODUCER OWHNER
BASIC B N I A
ADD. VHAR-INFO [BYW_no_BOM ofojojolo ] ukn
STANDARD
TOPUP %
EXTENDED
ADD. VHAR-INFO [FEP:SYWAR ofojojolo adleradm
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3.4.6.3 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.

Bt es t

FU

¥3.10
ABOUTUS | RE-REGISTER | DOWNLOAD | UPLOAD | PRINT
YEBLOZ2271 - Garantie / Service

[ 4] swposs |

Typ: AMILO Display L 31900
VERLO222M Produktfamilie: YEBL AMILO LL 3190w Sachnummer: B2A361-K1 284181
Gewicht (Gramm): Materialnummer:  000000010600980072

Letzte finderung: 16.3.2008

Garantie-nformation

Stiickiste
iompﬂner_ﬁeﬂdefﬁﬂs Multipurpose Filr Details hitte hier Kicken
or faten
Prif-nformation ) )
Prifergebrisse  VRISliEferdatIm: 29.10.2008 Einsatzdatum: 28.11.2008
Lieferdaten Histatie Einsatzdatum
Gesamansieht 1 don Garantie / Service Leistungen
Wietere Services
Hietorie | Code: FEP:GNADODNSTOWDVE
Caurtry Cortroling | Beschreibung: 3 Jahre Door-to-Door Austauschsence, 5x, giltin Eurapa, Aftika und Naher Osten
Administration | ATea: E - FSC Limited Warranti . .
Multipurpose - Microsoft Internet Explorer
Fenots | Quner: NDL € ilutipurp ’
Gruppe: OYE - Display Entni
Reaktionszeit (h:
Wiederherstellzeit (hj:
Sarvice Tage: Wo YEBLO22271 - Multipurpose
Service Zeit: 8 Py Datum Ersteller
Iy | [5izp [2002.03-17 [atleradm X
VORORT TRANSPORT TRANSPORT ARBEIT MATERIAL
Yom Kunden Zum Kunden
2811.2011 28.11.2011

Detailinformation

({in Monatsangahen) Historie Garantie
Code VO VK | ZK AR MA | ERSTELLER OWHER

BASIC - S -

ADD WAR-INFD (B _no_BOM grojojolo u ukn

STANDARD F3P.GMNI0000STOWDYE D3 |36|0 |0 A 00A1202147

TOPUP - |- -

EXTENDED
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3.4.6.4 Defect System after Swap

il t e‘s t

1
ABOUTUS | RE-REGISTER | DOWNLOAD | UPLOAD | PRINT
YEBLO22327 - Garantie / Service

SAAF Defals 1
(ceteseranunner [v] 1y AIILO Display L 31200

VERLODZIT Produktfamilie: YEBL AMILO LL 3190 Sachnummer: S26381-K1284-V181
Gewicht (Gramm): Materialnummer:  000000010600580072

Letzte Anderung: 15.3.2009

Garantie-nformation

Stiickiste
Komponentencetsls — Multipurpose Fiir Dietails bitte hier klicken
Kaonfigurationsdaten
Priif-Infarmation .
Prifergeprisse Merksliefardatum: 29.10.2008 Eingatzdatum: 28.11.2008
L\elerda_len Histarie Einsatzdatum
Gesanlansl 0 den Garantie / Service Leistungen
Wettere Services . .
Hietoriz | Cotes FaP3Iap €] Multipurpose - Microsoft Internet Explorer
Courlry Cortraling | BeSchreibung: FaPSvAP
Administration | Area: - - kein giiliger Garantighereich S
Feports | Qwmer: D
Gruppe: W - Haftungsdaten
Reaktionszeit (h: | YEBL022271 - Multipurpose 1
Wiederherstellzeit (ki Flay Datum Erstaller 1
Senice Tage: WO 5P 0090317 [adleradm X
Service Zeit: A %
VORORT TRANSPORT TRANSPORT ARBEIT MATERIAL T
Yom Kunden Zum Kunden

Detailinformation

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

BASIC

ADD. VAR-INF O BW_no_BOM ofojojolo u ukn

STANDARD

TOPLP

EXTENDED

ADD. VAR-INF O [FEP:BIWAR ofojojolo adleradm
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3.4.7 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:

FU]ITSU t e‘s t

ABOUT US

| RE-REGISTER | DOWNLOAD | UPLDAD | PRINT

YEBGO00356 - Warranty / Service

VEBG000355 Family code: YEBG AMILOLL 31807 Part number: 526361-K1301-¥180
weeight (gram): Material number:  000000010600989089

Last update: 3zE2009

wvarranty information

partlist

component details
configuration data Factory delivery date 1002172008 Date of first use 11r20/2008

test information ;
testing results history first use date

delivery data Customer warranty / service
 totalview  Code: FSP:GMNIHOOOSTOWDYE
addtional services Description: 3years Collect & Return Service Display, 5x9, valid in Europe, Aftica and Middle East
fistory - area: E - FSC Limited Warranty
country contralling
administration Owner: b
reports Group: OYE - Display Entry

Reactiontime (h): o
Repair time (h): ]

warranty days: WD
warranty time: 8
ON-SITE TRANSPORT TRANSPORT LABOUR MATERIAL
From customer To customer

- 1102002011 1102072011 1102002011 -

Ly

Detail information

{in months) history warranty
Code 0S5 |FC |TC |LA |MA | PRODUCER OWHNER

BASIC - - - - - -

ADD. WAR-IMFO BV _no_BOm oyojojn0 |0 u ukn

STAMNDARD FSF GMNIHD00STDWEYE 0|36 |36 36| 0 | fao shd

TOFUP - - T-1T-T- - -

EXTEMDED - -1 T-T- - -

Service Type Door to Door is a higher service and cannot be selected for those Displays.
FU][TSU THE POSSIBILITIES ARE INFINITE _

Home | Support | Logout

2 WE Service Calls (Assigned)
Field Serviee Vvarkorder { SP-Ref: T semama —J re[ ] » Mew service call

Technical guestion

e Workorder =| SerialNo. $| Customer 3 Date & RT | Status S| CallHumber < J [ Status

- + Reguested (1]
27 new workor der - Microsoft Internet Explorer ‘ =)o _’E + Rejected (12)

» dussigned (1
= FUﬁTSU THE POSSIBILITIES RRE INFINITE LU= e e o 9(5)(3
» Cpen
=
q » In Progress (14)
= ESGRNESS + Double Flstrate Calls (0)
= R » Aaaiting Immediste Action (0)
* » Renelr sucees=iul (7)
= i YESGOOO3SE Warranty code: ! FSP GNIHODOSTOWD VE + Ta clgim errar (15
2 H . AMILO Display L 3190T warranty owner: b Claim Workorder (34)
Article Code: | 526381 441301-180 warranty group: ; DYE \ wlidation center (30)
Delivery Date: { 21102008 warranty deseription: | 3 years Callect & Return Service

» W Revised Claims (0)

» WC Rejected Claims (0)

+ Replist to alidation certar (01
» Claims accepted (3)

» Cancelled

» Closed

| Display, 59, valid in Europe,

Activation Date: i 20.11.2008 africa and Middle East

Additional-Text:

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

©on Site: on Site: O | on site: - on Site: O
from 20112011 Collect and Return: from 20112011  Collect and Return: L] Search for Workorder /Serial
customer: customer:
Tocustomer: 20112011  Desk-To-Desk: [ | Tocustomer: 20112011  Desk-To-Desk: O [srierater FSeraimo. ]
worl: 201120117 Door To Door: O | work: 20112011  Door To Door: O
Material: - Return To Base: O | materian: - Return To Base: O [] Adler
Response ingln: Response ingln: [Erter the Seramo. ]
Ties o Bringln: O Thos o Bringln: O
repairtime: 0 Material: OO | repairtime: 0 Material: O
[ DIFS Decader

Service Type: | Collect & Return Displays ~| | service Type: [ Collect & Return Displays ~ Enter the Serial Mo,

(] Ertter DIFS-Code

Hext ] [ Finisn

[] wCM web Technical Support

E] Fertig S Local intranet f you need sssistance
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35 Service Desk Approval process

3.5.1 Work Flow in WCM

When a SP creates a Work Order the Service Desk Approval Process is induced if at least one of 4
business events applies:

1. The SP is restricted on Help Desk / Service Desk Work Orders

2. A repeated repair within a defined threshold is requested (X-day rule)
3. The 3w repair within 30 days appears

4. The repair cost of an asset exceeds a defined maximum threshold

In general the sequence of actions is:

1. The Service Partner opens a Work Order Request and one of the 4 business events mentioned

above applies upon which the claim request is forwarded to the Service Desk. WCM WEB displays this.

2. The Service Desk makes a decision. The WO can be rejected or approved. In WCM the status
changes accordingly.

3. The Service Partner acknowledges changes and if necessary accepts the WO assignment again.
4. The Work Order is opened.

The particular work flow steps are explained in this chapter.

3.5.2 Claim Request by Service Partner

3.5.2.1 Event 1 - SPis restricted to Service Desk Work Orders

In countries where Service Partners are not authorized to open self assigned claims they now can
open warranty claim requests in WCM Web instead of calling the Help Desk or sending e-mails. The
claims are pending in status “Requested” until the Help Desk decided if the Work Order will be
moved into Status “Open” or “Rejected”.

The Service Partner is informed that the Service Desk is involved and the approval is pending.

[-2]
FUJITSU

Home | Support | Logout

Condition i Symptom Action

H - Hard disk 4 - HW-Repair with Spare
i 1-Hard disk is not recognized

i 1-Hard disk - internal

2 - Sporadic

The Hard Disk is not activated after sleep modus

Line items
Material

Material number Status Total price RET LSF OrderNow

¥ wew Workorder Detail
L. Field Service + New Comment
& Technical question Call Date Workorder Partner call number g€ Current Status + Print workorder
L Eer 11.02.2011 995003125037 + Refresh page
L. Translation Tool Customer Name Product
Fujtsu Technology Solutions | Kandziora, Georg YK81101329 2H114 [] Detail Views
Eri Response Time repair time Date of Carriage v call
= WCM News 0 0 .
v

¥ DIFS for WCH Service Type SP Service Type Customer

Bringin Bringin + Customer
5 ETE) + Product
B T = Desk Approval Pending + Spares order
- Seftings. Reason: HD Approval mandatory + Workorder History
= Customer Opened by restricted SP v System History
== Help e — » Invoice

CURRENT WIEV: A L L |

[ search for Workorder | Serial

Workorder / Serial No

Enter the Serial No

-]

© 2011 Fujitsu Technology Solutions | Imprint | Privacy policy | Terms of use

0o |
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3.5.2.2 Event 2 - Repeated Repair (x-day rule)

This process applies if the repaired system failed again after the Work Order was claimed already.

If within the frozen zone (mainly 7 days) the same asset has another or the same failure, the
repeated repair assistant is opened. By selecting a reason from the checklist and entering an
explanation the Work Order can be requested at the Service Desk.

| i
new workorder
FUJiTSU
YETW014289 B

System History

Call Date Workorder Problem Description Solution
20.05.2010 995003121409 2H214 test test test test.

Repeated Repair

Another workerder for this asset has been created recently. Please select the reason for the repeated repair and add an explanation.

Pleaze Select -

defect spare part
wrong part in box
wrong part delivered
wrong spare part proposed -
wrong serial number
elze unsuccessful repair

After entering an explanation and pressing “Next”, the status changes into HDApproval Pending

Home | Support | Logout
¥ wou Workorder Detail
- Field Service + New Comment
- Technical guestion Call Date Whrkorder Partner call number > rrent Status + Print workorder
b o 11.022011 | 995003125041 HDApprovalPending + Refresh page

: Customer i Name ¢ Product L E

-~ Translation Tool N N :

R— Fujitsu Technology Solutions ;| Kandziora, Georg P YKTW014281 i 2H114 [ Detail Views
- HXpol Response Time ¢ repair time ! Date of Carriage ! DIFS-Code + Cal
* WEM News 0 ‘o - I

H ; : kN
»x DIFS for WCK Service Type 5P i Service Type Customer
OnSite : Onsite + Customer

# Spares : + Product

*» Reporis seivice Desk Approval Pending + Spares order

»r Seftings Repeated Repair + Workorder History
=+ Customer else unsuccessiul repaj » Bystem History

* Help Service Partner The first repair didn't fix the problem. We have sent a specialist + Invoice

CURRENT ViEW: CALL I —— 1L
_Wurkurd er / Serial No.

Condition ;| Symptom Action
2 - Sporadic i H- Hard disk i & - HW-Repair with Spare [ Adler
¢ 1-Hard disk is not recognized Enter the Serial No.

i 1-Hard disk - internal

3.5.2.3 Event 3 — 3rd Repair within 30 days

If a Serial Number was repaired the 3 time in between the last 30 days (but not within the frozen
zone which triggers the x-day rule), the Service Desk is involved by the Service Approval Process.
WCM in this case automatically sets the repeated repair reason.
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The Work Order automatically is moved into Status “HDApprovalPending”. WCM displays the

reason:
|
FUjiTsu

Home | Support | Logout

R Workorder Detail
- Fesenies overview |

i~ Technical question Call Date Norkorder i Partner call number Current Status » Print workorder
i Ersin 08.02.2011 95003125018 HDApprovalPending » Refresh page
Customer ame ! Product ECS

i Translation Tool

Fujitsu Technology Solution

andziora, Georg { YKDRO21008 2H212 [] Detail Views

- Export Response Time epair time i Date of Carriage DIF 5-Code v Cal
% WCM News 0 - I

: : + Messag
2x DIFS for WCH Service Type 5P i Service Type Customer Cust

: » Customer
Handling Fee i Handling Fee

*r Spares : v Product
*» Reports - A — —— + Spares order
»x Seffings Reason: Repeated Repair + Workorder History
e Customer 3rd failed repair in defined period + System History

-
=

Help H = v Invoice
CURRENT VIEW: CALL

[ search for Workorder | Serial

i Symptom : Action Warkorder / Serial No.
i H- Hard disk i 2 - Electrical, mechanical refiting (e.g.
i 2- Noise / Vibration : Jumper, cable, connector, resoldering)

i 1-Hard disk - internal
Problem Description
screw loose at HD housing

3.5.2.4 Event 4- A defined Repair Cost Maximum is exceeded

Condition
2 - Sporadic

Enter the Serial No.

Work Order Requests on assets which have been repeatedly repaired in their live cycle and the
repair cost have exceeded a defined threshold of cost shall be enriched by advice from the FTS
Service Desk before the next repair is started. Those events are sent in the Service Desk Approval
process automatically.

WCM WEB displays the related Information Box accordingly. See screenshot below.

Aty .

Home | Support | Logout

s
G Workorder Detail

i~ Field Service » New Comment
i Technical question Call Date Norkorder Partner call number | Current Status > Print workerdsr
b B 17.02.2011 95003125104 | HDApprovalPending + Refresh page
; ) Customer ame Product | ECS
i Translation Tool N . . :
Fujitsu Technology Solution andziora, Georg WKZK168355 i 2H214 [ Detail Views
b BT Response Time epair time Date of Carriage | DIFS-Code  Call
¥ WCM News 0 | 19.02.2011 o
»r DIFS for WCM Service Type SP Service Type Customer -
Collect&Return OnSite 24h performance » Customer
¥ Spares #_ e ————— v Product
= Reports = "

P Service Desk Approval Pending » Spares order
 Settings Reason: Cost Maximum excesded + Workorder History
¥ Customer Costly repair history - help desk involved + System History
= Help v Invoice

CURRENT VIEWY: C.AL L |

[ search for Workorder | Serial

Condition Symptom Action Workorder / Serial No.
2 - Sporadic H - Hard disk 4 - HW-Repair with Spare
2 - Noise / Vibration i
1 - Hard disk - internal

Enter the Serial No.

Problem Description
hard disk very noisy

Material number Total Status Order Ho RET-No RET ReturnCode KeepMaterial



Service Operations |Issue: March 2011 |WCM WEB User Manual- Warranty Claim Management Tool Page 53/116

3.5.2.4.1 Repair Cost Threshold for Service Desk claims

Not only calls the service partners open in WCM, as well Work Orders opened by the Service Desk in
Support Assistant are enhanced by detailed information about the cost situation if a certain threshold
is exceeded to create awareness for assets with costly repair history or expensive material proposals
generated by the current Work Order Request. However this work orders are assigned to the SP in
WCM WEB as usual.

3.5.3 Decision by Service Desk

3.5.3.1 Approval by Service Desk

The WO can be rejected or approved. In WCM the status changes accordingly. If it is approved, the
status changes to HDApproved. Subsequently if a Field Change Order applies, the status moves into
AssignedFCO or if not, into AssignedAfterHDApproval.

Work Orders which are rejected or approved with changes are commented in the Service Desk
Comment (see screenshot below). Spare part proposals and Error Codes may have changed during
the approval. To proceed with the Work Order, the Service Partner has to accept the changes. This
is analog to the process in place for Field Change Orders assigned by WCM.

o] T Hemut Laubinger
FU][TSU Schuster & Walther T-Business GmbH (WCMAccount: 0011329334)

Home | Support | Logout

3 WEL Workorder Detail
i~ Figld Service
i Technical question Call Date Workorder Partner call number g6 . Current Status + Reject workJer
b Te 11.02.2011 995003125037 AssignedAfterHDApproval + New Comment
q . Customer Name Product 5 o + Edit Reference Number
i Translation Tool -
. Fujtsu Technology Solutions | Kandziora, Georg YK8J101329 2H112 + Print workorder
EXTERS Response Time repair time Date of Carriage v Refresh page
¥ WCM Hews (] 1} -
£ Service Type SP Service Type Customer
DIFS for WCHM yp - ¥ [ Detail Views
» Spares Bringhn —_ » Call
= Reports — Sp—— + Messages
¥ Settings Reason: HD Approval mandatory + Customer
»r Customer Opened by restricted SP + Product
> Help gzrmw;ee::sk here is a loose connection with the Hard Disk data cable connector. Please try to refit + Spares order
+ Workorder History

\% v Sy
CURRENT VIEW: CALL

+ Inveice

Condition i Symptom { Action [ search for Workorder / Serial

2 - Sporadic i H-Hard disk i 2 - Electrical, mechanical refitting (e.q. — -
i 1 - Hard disk is not recognized i Jumper, cable, connector, resoldering) Workorder / Serial No.

i 1 - Hard disk - internal H

== O Adier
Problem Description
The Hard Disk is not activated after sleep modus

® 2011 Fujitsu Technolegy Selutions | Imprint | Privacy pelicy | Terms of use

m
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Spare part proposals confirmed or added by the Service Desk are preselected. If the Service Partner
selects additional spare parts, this is transparently reported in the FTS WCM SAP system.

|
FUjiTSu

[ &

accept workorder

These spares wars =77 o cu jui (e caill
M- al number Description

88039965 HDD SAS 38GH 10K HOT PLUG 2.5

Warranty LSF RET ECS FTA quanu.,

M O M M M

Spare Parts
Material number

Warranty LSF RET ECS FTA  guantity

- Mech. parts misc.

33030969 2,5 NCH HDD DUMMY MODULE / SNP:A3C40071758 O Od 0 g | &
34003342 BP INTERFACE / SNP:A3C40076903 0o Od 0 S
24003294 CPU DUMMY (ROHS] / SNP:A3C40060382-A O O 0 g

3.5.3.2 Rejection by Service Desk

If the Service Desk decides the Work Order request is not covered by warranty or can be solved
without a Work Order, the request is rejected. The name of the Service Desk Agent in charge and the
reject reason is displayed in the red highlighted information area at the screen.

|
ruffsy |
(O Actions |

Home | Support | Logout

- . "
g Workorder Detail L] Actions
- Flet service (overview |k
i Technical question Call Date i Workorder i Partner call number | Current Status » Print workorder
b T 11.02.2011 | 995003125056 | Rejected + Refresh page
; ) Customer i Name ! Product | ECS
i+ Translation Tool B . : ) : N :
. Exoort Fujitsu Technology Solutions § Kandziora, Georg i YKFW014281 i 2ZH114 [ Detail Views
- EXpO Response Time | repair time | Date of Carriage | DIFS-Code + Call
= WCHM News 0 o .
- 5 ; - = v Messages
»r DIFS for WCH Service Type 5P i Service Type Customer Cust
: + Customer
OnSite i OnSite
»» Spares : + Product
=+ Reporiz " "
Fe Service Desk Information » Spares order
»» Settings Reason: Repeated Repair + Workorder History
»» Customer else unsuccessful repair v System History
s Help Service P::ner customer complaining about repeated failure again v Invoice
[information R ) Search for orkorder Serl
Reject Type: Reason for rejection: Workarder { Serial No.
Rejected rejected - no Help Desk approval
HelpDesk Comment:
Kandziora Geo.=The sound of the Hard Disk is within the specification. [] Adler
Enter the Serial No.
CURRENT WIEVV: C A L L |
Condition i Symptom i Action
2 - Sporadic i H-Hard disk i 4 - HW-Repair with Spare
| 2- Noise / Vibration
| 1-Hard disk - internal
3.5.4 Exceptions

The Service Desk Approval process does not apply for:
- assets with SWAP Flag. This serial numbers are excluded from repeated repair detection.

- for claims with service type out of warranty.
- for Work Orders of Global Project Accounts.
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4. Call Processing

4.1 Ordering Spare Parts

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

4.1.1.1 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 55/116

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.)

|
=] new workorder
FU]ITSU THE POSSIBILITIES ARE INFINITE
FHINOOZ0Z2
Pl TN b= N [ A U] I e T | ol N A [ o | I I el | | | | | | | | | ] u
- fan + heatsink [ heatpipe
v v —
34012718 COOLER ASSY | O O % Control
- CPU=s/microprocessars quantity
here

4012709 CPU IMTEL CELERGCR 575 2,00 GHE 1ME [ ] " =
4010631 CPUIMTEL CORE 2 DG TSE70 1 SGHE £ W2EE05-B5216-v12 ] @ S
34015347 CPU INTEL COREZ DUQ TE400 2 00GHZ 2MB § O 0 S
34012354 CPU IMTEL MOBILE PE400 2 26GHE [ W 26505-B5270-%10 O 1] s
34012385 CPUIMTEL MOBILE PEE00 2 4GHZ (MO W 26505-B5270-v11 ] 1] S
- Mainboards OEM

. [ |
34012 Possibility to search for 43 25030/ O o [ |
pe— other spare part numbers
Manual input of spare part wy¥ormation. _
Mat-hlr: pe . Change List

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

[ Finish
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[0 Actions
v Repair started
v Change Status
v Appoirtmnent
Fizancel
F Pleyy commert
¥ Print swarkaorder

v Refresh

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

4.1.1.2 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.

4.1.1.3Express charges in WCM WEB

& new workorder - Fujitsu Technology Selutions . T www =|rle

| [ =
FUT?TSU THE POSSIBILITIES ARE INFINITE new workorder

YKDT003831

product information F
Serial No.: KDT003831 Warranty code: | FSP:GM3520000DEBD3

Product: SPRIMO ES825 EPA warranty owner: ]
Article Code: §1-KE91-V511 warranty group: BD3
Delivery Date: 0.06.2008 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: 3
From 13.072011  Collect and Return: From 13.07.2011  Collect and Return:
customer: customer:
Tocustomer:  13.07.2011 Desk-To-Desk: O | To customer: 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: O | material: 13.07.2011  Return To Base: O
$ﬁ§2?nse 24 Bringin: _I?;aniglonse 24 Bringir .
o _ " | Precondition for
repair time: 0 Material: repair time: 0 Materi
express fee
Service Type: OnSite - Service Type: OnSite relmbursement Isa
SLA of 24his
required and was
fulfilled.

Fertig J/ Vertrauenswiirdige Sites | Geschiitzter Modus: Inaktiv #100% - |
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@ new workorder - Fujitsu Technology Solutions s e E=SEEEl A
THE POSSIBILITIES ARE INFINITE | new workorder |‘
FUJITSU
YKDTOD2832 1

Options
Delivery Comment

urgent_______Jg

Where would you like the spare parts to be deliverea

In defined countries the delivery type
Lurgent® triggers express delivery. Hence
express charges are invoiced by
FUJITSU Service Parts Logistics.

servicepoint

Customer

Delivery address Please Choose v|

free address

You selected the following spares.

Material number Description Entry Date
HOD 160GE SATA 300 7.2K/ [
" c L
34005979 WOCWDIB00ALIS 1 16.09.2009 1 MIRO - ‘
Setallto  MIRO -

FUITSU FOE FPREGIRIRITIER MWL 1RFINITR _

Hame | Suppod | Logout

[ weu | Workorder Detail

|- Fiakd Sarvice Ovarvlan  Apnat T claies
|- Technical peeston Call Date Weakarder Partnor call nsmbor Curront Skatun ¥ Now Commant
| Eraim 06 0 2009 SRS O0IIE D Toltiam + Ldi Reference Nember
e S Tool Cantamar Hamn Prosduct ECE * Prind workoeder
Ferti Fujitiu Sapmeni Comgutics . - CKOTOEAYS . & Refresh page
g L Export s Kandsiora, Geerg KOO8 HIT4
|;g. WO Hews | Responss Time FEQST tEme Dute of Carrisges HF §-Codde
[T — | : | S —
Sorvice Typs 59 Sarvice Typd Customer L=

33 Spared

| | Cnsite 4R parfarmance Gt Jpberiormance * Mraiages

|"‘ Fpan. | » Cuntomer

|" Semege | CURSENT VEEW: CALL ¥ Procuct

|!0 Cushomes | + Spares order

B I

* ‘Worinmer Hislony

Conditson Sympdom
3 - Unchesr high Load H = Hird dak

2 - N § ViR
1 - Hard Sk -

 Syshem Hislory

After the work order was
claimed, Express Charges L
are registered in a separate N [] Search for Workorder | Sevial |
line item in the work order Wericrder | Ser

details as SERVice material.

* Fredice

HOD nomy snd bad performance

H datective

303597 1 Propossd BROSESOETY - [l m]
7 Confrmnd ERNEESITI - O O
1 Confirmed EROAERNET - [} [
1 Btumed ERODEAED - O
1 Retumed BOOMEEHTTY EEATEITATE [¥] O
klgtorial number  Status Total price

W FLATRATE L 1 125 40 fUR




Service Operations |Issue: March 2011 |WCM WEB User Manual- Warranty Claim Management Tool Page 58/ 116

FUﬁTSU THE POSSIBILITIES ARE INFINITE |_

Home | Support | Logout

E e Workorder Detail

i Field Service
Technical question Call Date : Workorder i Partner call number i Current Status [] Detail Views
Ersin 16.09.2008 | 995002281284 H ! ClaimAcceptedByVC v Call
i Translation Tool Cu"stom.er Hame roduct ECS K’»‘Zﬂges
e v g‘n’f; Siemens COMPULErs 2 ndziora, Georg KDT003832 | 3H218 » CudNgmer
= WCM News Response Time | repair time te of Carriage | DIFS-Code After the claim is accepted by the

v DIFS for WCH 2 i Validation Center the express

Service Type SP i Service Type Customer

# Spares OnSte 2h performance . OnSite 26h performance charges are added to the

* Reports warranty flat rate.

¥ Seffings CURRENT VIEW: 1101

=+ Customer [] searra for Workorder / Serial
Service T Ri ted Service T Fujitsu Tech Solutions i

s e e ey T S

Service Type: OnSite 24h performance|

Service Type: OnSite 24h performance

Material

SERV2202: 30.00 EUR

Labour

Material

SERV2202: 30.00 EUR

Labour

Enter the Serial No.

WITY:FLATRATE: 105,60 EUR .

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

invoice number : Date i Group

4.1.1.41Invoice /-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.

4.1.1.5Delivery address selection:

Where would you like the spare parts to be delivered

servicepoint &
Customer [ )
Delivery address ) | Please Choase
free address &

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 2pare parts to be delivered

servicepoint ' O
Cusgtomer [ &
Delivery address @. |§F‘Iease Choose M

free address O
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Supplier:
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)

Where would you like the spare parts to be delivered

servicepoint ) -
Supplier
Customer )
Delivery address {(#) | Plea=e Choose v
free address (") Please Choose

You selected the following spares. __

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

Click on <Finish>

4.1.1.6 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:

|
FUﬁTSU THE POSSIBILITIES ARE IMNFINITE acceptworkorder

Information
order was send

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

FUﬁTS THE FOBSINORIEOES ANE IMFINIDE _

Home | Support | Logout

% wou Workorder Detail I () Actions |
Field Service Egmmeant

+ MErw
Techcsl guaston Call Daie Wiorkorder Partmer call numiber Current Status v
" 2 + Bafr

g ) v B e e

L Eren (92009 eetggzdn2®® | Reguesied
- “Trmmmlation Tiond Custamar Narme Product 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 i Partner call number | Current Status + Update service type
Ersin 16.09.2009 | 995002281256 | SparesOrdered » Order parts

) Customer | Name i Product i ECS + Return order
Translation Tool Fuitey &i . : ; ; :
b Export Gty e FOMPUIETE | andziors, Georg | YKDT003831 | 3H214 » Change status
m . L X + Appointment arranged
»» WCM News Response Time i repair time : Date of Carriage i DIFS-Code Keen Material
: : : + Keep Materia
24 ‘o i :
»» DIFS for WCM H H H "
e Service Type SP i Service Type Customer » Cancel Workorder
S OnSite 24h performance | OnSite 24h performance » New Comment

** Reportz - + Edit Reference Mumber

= Settings CURRENT VIEW: CALL + Print workorder

»+ Customer » Refresh page

»» Help : :

Condition i Symptom i Action [ Detail Views
3 - Under high Load i H-Hard disk | 4 - HW-Repair with Spare

{ 2- Noige / Vibration > cal

i 1- Hard disk - internal + Messages

. . v Customer
Problem Description Order Confirmation + Product
Hard disc noisy states the order is » Spares order
received at spares + Workorder History

Line ltems application v System History
Material v Invoice
Material number Total Status Order Ho RET-No RET ReturnCode KeepMaterial

34008399 1 Proposed BOD4E50268 - M - L] Search for Workorder ! Serial
34003251 1 Proposed = M -

34008899 1 Confirmed BO04BE026E - 0 - Workerder / Serial No.

Labour
Material number Status Total
WTYFLATRATE oK 1

price
10560 EUR

Enter the Serial No.

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

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Hore | Support | Logout

: .
& Il Service Calls (Open)
i Fi i b Mewwy service call
i Field Service Workorder fSP-Ref. I:I Setial Mo | | RT:| |
i Technical question
Sy Workorder 5| SerialNo. 5| Customer 5 Date ; | RT 5| Status 5| cCallNumber 3 m
S Tl Tia] 995002270025 | WKKROD4EED g‘:’n':f: siemens COMPUErS 45 i3 2008 0 Open + Requestad ()
; + Rejected (5
b Export 995002270035 | VEBLO22221 Musterkunde, Muster 10.03.2008; 0 Open Jected (2)
v ——— 995002270078 | VHAADO2ZSD | Melarie, lbor 12032009 0§ Open : > Assigned (12)
= - v Dpen (200
- DIFS for Wk 995002270101 | VEBLDZ224q | | itsuSismens Computers: o g aopgt Open
GmkH v In Progress (58]

= Spares N .

F 995002270162 | VEBGOODIET (FEL:JHTJS: Siemens COmPUSIS: e 03 2009! 0 Open + Dauble Flatrate Calls (1)
»» Reports Fuitsu Siemerss Computers v Avvaiting Immediate Action (0)
3 Seftings 935002270246 | VEBPODDET1 L 02042008} 0 Open » Repair successtul (16)
an Chsteemar QoSO 270280 YRRPONNRRS werllkearmmer hike =3 nd 2nna: n Mnen v T elaim arear (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.



Service Operations |Issue: March 2011 |WCM WEB User Manual- Warranty Claim Management Tool

FU[TSU THE POSSIBILITIES ARE IMNFINITE

Page 61/116

Home | Support | Logout

WWCH

- e

e Figld Service
b Technical question

i Ersin

- Tranzkation Toal
L Export
=W Mewes

-

=

DIFS for YWizh

-

=

Spares

-

=

Reports
Settings

Cuztomer

B

=

-

=

2 Help

Workorder Detail

Call Date | Workorder | Partner call number Current Status
26.03.2009 i 893002270170 OrderConfirmation
Customer | Hame | Product S ELa

Fujit=u Siemens Computers |

GmiaH Schork, Rokbert YHAB 46657 2HH14
Response Time repair time: Date of Carriage DIFS-Code

i ia P- ‘

Service Type SP Service Type Customer

Bringln | Bringin

CURRENT VIEwy: 4L L |

Condition | Symptom
2 - Sparadic { H - Hard disk
i W - Other

i Action
{4 - HW-Repair with Spare

{1 - Hard disk - internal

Problem Description
jhasdithajthaibtaikthiakithaithib

Line kems

Material

Material number Total Status
GE03T472 & Proposed
GE037472 & Proposed
4002154 1 Proposed
G4002154 1 Confirmecd
GE037472 5

G4002154 1

4.1.1.7 Order Details

Order Ho RET-Ho RET ReturnCode KeepMaterial
- - ]
A004G40065 - - |
8004649064 - 0 - O
8004650002 - O - O
004649065 - - O
004649064 - O - |

+ Repair started

v Update service type

v Order parts

v Return order

v Change status

v Appointment srranged
v Heep Materisl

v Cancel Yorkorder

v Blewy Comment

v Edlit Reference Mumber
v Prirt workorder

v Refresh page

[] Detail Views

v Call

v Messages

v Customer

+ Product

v Spares order
orkorder History

v System History

v Imvnice

[ search for Workorder / Serial
Wiorkorder  Serial Mo,

[] adier

Ertter the Serial bo. [ |

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).

'.‘u |‘|‘5U POl POESIRILITORS Al anFimatl

Home | Suppor | Logout

¥ wem

Field Service
| Tachnieal question
|- Ersin

|- Teansistion Toal
L Export
> WCM Nerwe
¥ DIFS for WEM
 Spares
3 Reports
3 Sefingt
*» Cuslomer
* Help

| Workorder Detail
vt
Call Dat e Wor koor der
2503 200 SEEO0EATIN 0
Custormer Ham
E:.:;S;ll ST COMmputers Sehork, Robert
Response Time repalr tame
a 0
Service Type SP
Bringin

Partner call niumdier Current Stafus
OrderConfrmation

Prsuct ECS

YHEE 46557 14

Dale of Carrbage DAFS-Code

Service Type Customes
Brirgin

v Repal #adad

v Uipdats service type

» Crcler parts

» Rieturn order

& Chawregs $inliss

& Appoanbement Al
v Hiep Maderind

= Cancsd Wéorkorder

» My Contrmasnt

v Eilll Rateraniin i

O dizr infformaties;

Ordar Bo:
[xpress

Delhvery address
Compary:

Address: Harl-Schurz-Sir 17
JI00 Pascdenbiar
Dt schbard

* Prirt workonder
» Redrash pags

L 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 POGEIBILITIES ARE IMFINITE

Material

Material number Description Date Status
GE057472 HDD 80GE SATA 300 7 28 AADCWDE00J0-52 270320091342 Returned

Order location Total price CustomsDuty LSF Order How ordered
MIRO 1 7353 EUR O O L] Ll
Material Details .

Return Type: RO7 Warranty: |:| CRL: |:|
Return Materialnumber: 53037472 Limited Warranty: |:| Fit To A==et:
Return Humber: 81371265833 : himited Warranty Duration: 0 Fit To ErrorCode:
Return Code: Returnable:

Product Hierarchy: HDv= 70 GB - 80 GE

Delvery address

Order information

Order Ho: Company: hicroCat GmbH
Express [ Hame Cio Rohringer a. n.
Address: Wiezengrund 10
92361 Berngau
Country: Deutschland

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 kems
Material

Material number Total Status GOrder Ho RET-Ho RET ReturnCode KeepMaterial
BB037472 3 Proposed - - L]
GE037472 = Propozed GO04649065 - - L]
g40021 54 1 Propozed gGO004E490654 - O - ]
g40021 54 1 Confirmed 004650002 - Ol - ]
GE03T4T2 a2 Confirmed GO04E43065 - - L]
G40021 54 1 Confirmed GO04649064 - Ll - L]
BE037472 = Despatched GO004E49065 - - ]
g40021 54 1 [ezmatcied BO04E49064 137126832 [ - ]
PR a e ot A e e = —

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
y returns

' orders overview
T arder tracking
b shipment advice
b oreports
» Spare parts catalogue

» complaints

USER

Page 63/116

Order Tracking

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

by Order Nr. 8004643065

by Order Status
open Orders
closed Orders

Order Date Range (oo b v

Begin: 02.09.2009
Miscellaneous
Order Type. ERC

Your Reference:
{only purchase orders)

Call-rr.:

DELETE INPUT [+]

4.1.2 Using Spares of own stock

[¥] START ORDERTRACKING

End: 16.03.2003

Material Mr.
User-I0

[¥] 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

FUﬁTSU THE POSEIBILITIES ARE INFINITE

Options
Delivery Comment

standard .
servicepoint O]
Customer (]
Delivery address () | Flea=e Choose
free address ]

You selected the following spares.

Material number Description Entry Date

COR DD DUMMY (ROHS) /
SHIP: £3C40071 641 O 02.09.2009 1 o

Setallty | Own Stock [w

SE035464

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.)

4.1.3 Ordering High availability parts (4h Service Packs)

4.1.3.10rdering

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.

4.1.3.2Parts 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.

4.1.4 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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FUﬁTSU THE POSSIBILITIES ARE INFINITE

Page 65/116

Home | Support | Logout

WK

i~ Field Service

- Technical question
- Ersin

i+ Translation Tool

- Export
== WWCH Mewes
x> DIFS for WiCh

Workorder Detail

Response Time
u]

L

repair time

| Date of Carriage

Call Date i Workorder | Partner call number | Current Status
03.03.2003 | 895002270016 | RepairStarted
Customer i Hame | Product {ECS

§ Welanie, linar { WEBDOO01 09 i1D118

| DIFS-Code

+ Repair started

v Repair failzd

v Upidate service type
» Fepair successtul
» Return order

v Change status

Service Type SP
Draar to doar

i Door ta doar

Service Type Customer

v Appointment arranged

== Spares » Keep Material
= Repors v Cancel Wiorkorder
w Seftings CURRENT VIEW: CALL ¥ Mewy Commert
nn Cuztomer » Edit Reference Mumber
=+ Help Condition Symptom Action v Print weorkarder
1 - &lvways (during processing) - Display ! %ideo . - Syatem exchanoed (indirect) v Refresh page
- Interference (streak, flicker, :
; tremble)

P —————
rder parts - Fujitsu Technology Solutions M  Cal

| » Meszages

FUT?TSU THE POSSIBILITIES ARE INFINITE orderpar‘ts y
v Cuztomer

» Product

» Spares order
v orkarder History
v System History

Spare Parts

Warranty LSF RET ECS FTA  guantity ¥ Imevoice

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

Material number
- manual selection

Manual input of spare part information.

hat-Plr: hange List

s

4.1.5 Bulk Orders in WCM WEB

4.1.5.1 User 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 POSGIBILITIES ARE INFINITE

Home | Support | Logout

E5 WL User settings =
" Edlit rit st
£ WEliEns User - Information
=+ CIFS for Wi Support ID: v Edit field service display
5 SpEres WCMAccount: OO0 v Edit lineitems dizplay
HHHAH

** Reports Company: OO00L
% Seftings Salutation:
L. User settings First Hame: O
=+ Customer Surname: FOOOO

Department:
== Help Phone:

Fax:

Mobile: SO,

Email:

Language:

Companylogo W00

{change:>>}

WCMWeb Supervisor: Mo

view workorder: oy location
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FUT) THE POSSIBILITIES ARE INFINITE

User Information

Salutation:

First Hame:

Surname:

Department:

Phone:

Fax:

Mobile:

Email:

Language:

WCM Password
Support ID: 200416

new password: | |

repeat new password: | |

Eq Ouit [El Back IO Hext IO Finish
x| [<] [v] [*]

Press Button “NEXT”

FU[TSU THE POSSIBILITIES ARE INFINITE

Wehsphere Password
WebSpherelD: |DEDEZTOH |

Password: | |

Repeat password: | |

Other Users

Surname First Hame Support ID WebSpherelD
Spirel Sazcha 200416 DEDEZ701
F Tester Test schark
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4.1.5.2 Spares Services

After the Websphere access details are entered the Spares Parts Portal order section is available.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Haorme | Support | Logout

= WK

= WNCH Rlevys SELECT

= DIFS for hich + create order

¥ Spares v returns

- SErvices + orders overview

= Reportz + Epare parts catalogue
= Seftings v complaints

= Customer

=+ Help USER

4.1.5.3Bulk Orders

Services

An overview of our services:

Create Order Complaints

Here wou can arder spare parts If there is a need to make a camplaint
onling. please do 50 here.

Returns

Here wou can return materials and

spare parts.

Orders Overview

Here wou can track your current
orders and wiew 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.

FUﬁ‘I’SU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

= WCH

2 WCH Newws SELECT

*+ DIFS for VWCM ~ create order

¥ Spares » returns

L Services » orders overview

= Reports + Spare parts catalogue
= Zettings + complaints

= Customer

5 (FE USER

Create Order: Delivery Information

Delivery Priority: & g

CONTINUE [7]

Note:

service charges may be added according to contract agreements.

Outside Germary, for "Express” please check with our Order Management first,
whether your requirements can be covered by Standard priority.
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e
FU]|TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

=3 WCH
e WEM Neurs SELECT Create Order: Delivery Information
= DIFS for WiChi -
ereate order Delivery Priority: EL[l [3] CHANGE DELIVERY INFORMATION

¥ Spares v returns
- Services » orders overview e YoOUr Reference:
=+ Repors + Spare parts catalogue
W Seftings , complaints o Additional reference

st (Call ID Fworkorder-Mr):
E

Hstomer o High availability-r
=+ Help USER Freezing Contract Mr.:

« Delay order release until (DD MM
iGoods will notbe reserved)

e Contact person, Telephone:

Delivery Addresses | |

"Sold to" address:

@ b - _DChhamer o

"Ship to" addresses;
FY

©
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

FUT?TSU THE POSSIBILITIES ARE INFINITE

go to Warranty- or GoodPart-Returns
Al neccessary Returnorders have allready been created (or no sparepartz have been ordered).

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

Mote
I[f you leave the field "Ordernumber” empty, then automatically a suitable purchase order will be

selected. Ctherwise you can consequently enter a "Order Mo", then the return will be matched exactly
with this purchase order.

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

4.2 Repair Process

4.2.1 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”):

FUﬁTSU THE POSSIBILITIES ARE IMNFINITE

Home | Support | Logout

& WL Workorder Detail [] Actions
I Fled Service (overview [k
i Technical guestion Call Date | Workorder ! Partner call number | Current Status » UpdiEte Service type
- B 20.03.2009 { B9S002270115 | OrderConfirmation v Order parts
: ) Customer { Hame ! Product L ECS + Return order
i+ Tranzlation Toaol B ) : : :
E— Fujitzu Siemens Computers Schork, Robert VHEKDB4T1T r— v Change status
Xpol zmkH : : H .
H H i v Appointment arranged

= WO Meswes Response Time : repair time: : Date of Carriage { DIFS-Code .

a : 0 : : v Meep haterial
= DIFS for WiChd i

Service Type 5P Service Type Customer b CancalWorkorder
= Spares OnSite ! Onsite ¥ My Commert
¥ Reports . + Edit Reference Mumber
7+ Settings CURRENT vIEW: CAL L I | " P voriorier
== Customer » Refresh page
= Help

Condition | Symptom | Action

A - Environment - Cold | @ - General i d - HW-Repair with Spare
i 3 - System does not boot
P¥ - (ther v Me=manms

[ Detail Views

v Call
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| repair started

FUﬁTSU THE POGSIBILITIES ARE IMNFINITE

Change status

Change status to Repairstarted '

Comment

Repair started: 09.09.2009 g w M:

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

4.2.2 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:

FUT?TSU THE POSGIBILITIES ARE INFINITE

Home | Support | Logout

7 e Workorder Detail EEET
i Field Service v Repair started
- Technical question Call Date | Workorder | Partner call number g Stalyys » Repar failed
‘. Ergin 20.03.2009 | 935002270115 { Repairstarted + Update setvice type
‘.. Transiation Tol Customer i Hame ! Product v Repair successtul
- FUU SEmens COMPLETS onork, Rohert | VKBXOB4T17 | aGaxKa > OrdeT s
m + Return order
== WK Mewes Response Time i repair time i Date of Carriage i DIFS-Code
0 : 0 : : v Change status
=+ DIFS for Wikl i .
Service Type SP | Service Type Customer » Appointment arranged
== Spares onsite | Onsite v Keep Material
=+ Reports - v Cancel Workorder
i Py rit
=5 S CURRENT VIEW: CALL » fe Lo
= Cuztomer v Edit Reference Mumber
= Heln » Print workorder
Condition Symptom Action + Refrash page
A& - Ervironment - Col i G- General i 4 - HW-Repair with Spare
i3 - System does not boot
i W - Other [] 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
B - Environment - Cold G - General 4 - HW-Repair with Spare
E Cod
frortode 3 - System does not boot
X - Cther
Symptom
Error Code edit| ~ ° .
Solution
Call Accepted: 09.09.2009 08 H|12 v

E Error Code System - Fujitsu Technology Solutions

M=%

Condition Symptom Action
0 - Fails from initial power on A - Battery £ Accu # - Other 0 - Mo Defect Found ¢ Functional Check only
1 - Always [during proceszsing) B - Board / Fam ¢ internal 10 1 - Explanation to customer
2 - Sporadic C - Communication / external 10 3 - Ship customer replaceable unit
3 - Under high Load [ - Dizplay / Yideo 4 - Hwi-Repair with Spare
4 - During mechanical adjustment/movement E - Removable drives / changer 5 - Hw-Repair wo Spare
5 - During ztart up G - General 7 - Hw-Repair and info to Partner
E - During switch off H - Hard disk. A - 5w -Feload
7 - During Standby mode k. - Input device B - SWw-Update
8 - During Configuration/|nztallation M - Mon technical C - BIOS firmware update
3 - Environment - Yibration P - Power / Chassiz [ - Driver Update
A - Environment - Cold 5 - Software / 05 E -“firus removed
B - Environment - Hot T - Sound / dudio F - Operating Spstem reinstallation
C - Environment - Wet Z - Security J - Connectorddumper re-fitting
[ - Environment - Diuzty M - Customer Application support
E - after HwW upgrade N - Muodification requested by manufacturer
F - After 5w /Driver/05 update 0 - Defective Spare
G - Damaged / dropped F - Cozt estimate
# - Mot Applicable / unknowe 2 - will not switch on [LED not i) [ - Return to customer withaut B epair
3 - System does not boot F - Modification requested by Servicepartner
4 - Beep code 5 - Fonwarded external
5 - Auto zpstem off / reboot T - Fonwarded internal
E - System crazh LI - Fonwarded external with Spare
7 - System freeze # - other
8 - System not able to shut down
3 - Cosmetic problem [zoratched, dirty..]
A - Operating problem. eror
# - Other
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[ .
repair successful

FUTTTSU THE POSEIBILITIES ARE IMFINITE

Information

Condition symptom Action
A - Environmert - Cold G - General 4 - HN-Repair with Spare
E Cod
frortode 3 - System does not boot
X - Cther
Condition Symptom Action
| A=A - Environment - Cald G- - General 4-4 - Hi-Repair with Spare
E Cod dit
frortode € 3-3 - System does not boot
X-¥ - Other
Test Test Test
Solution Mandatory field! Has to be filled!
Call Accepted: 09.09.2009 08 h 12w |51 (v

T Do

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.

4.2.3 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.
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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.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logowt

Workorder Detail

i Workorder i Partner call number i Current Status
{ 995002254173 { MCST-B125965 | SparesinDefivery
{ Hame | Product | ECS

i { VKWHODED L1B124

repamr ume

‘o

| Date of Carriage

! DIFS-Code

v Repair started

v Update service type

v Order parts

v Return orcer

v Change status
INEmert arrange

| Service Type Customer
| OnSite with pre-clarification

OWCh
i Field Service
i Technical question Call Date
L Ersin 19.02.2009
i Translation Tool Customer
!
" s kesponse nme
w2 WK Meves i}
== DIFS for WiChi Service Type SP
* Spares OnSite with pre-clarification
=+ Reports
== Settings
rr Customer
» Help Condition

1 - Alweays (during processing)

| Symptom

| B - Board f Ram finternal 10
i 1 - Error message

i 2 - Memory f cache

i Action
{4 - Hyw-Repair with Spare

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

CURREHT vIEW: C L L. |

v Repair Failed And Double FR
" .

v Cancel Workorder

v e Comment

v Edit Reference Mumber

v Print wweorkorder

v Refresh page

[ Detail Yiews

FUT?TSU THE POSSIBILITIES ARE INFINITE

| request flat rate

Repair failed

Change status to

Reason

RepairFailedAndDoubleFR .

Fepair failed|

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

FUT?TSU THE POSSIBILITIES ARE INFINITE

Horme | Support | Logout

b |
i~ Field Service Wiorkarder [ SP-Ref.
Technical question
o Workorder 5
Translstion Tool 995002281161
E:xpott
gt 993002251169
3OS Rlewes
2 DIFS for WCht 935002281170
o SRS 995002281205
> Reports
2 Setiings 995002281196
S Cnstomar ACEEOSTINA A

Serial No. 5

SHUMODE008
D 24001001
HAMDDE021
YHJRDO 010

YBBRCO1 0001

Eomenana Senn

{ Fujitsu Siemens

Service Calls (Assigned)
L]

Serial Mo
Customer 5 Date 5
s, tomans
e Serere z0os
s mans
s asezos
e s

Poar nmmnnnd

The HD decision is reported in the status overview.

[ 1

RT 5| Status

Call Number 5

AzzignedFCo
AzsignedFCo
AzsignedFCo
AzsignedFCo

AzsignedFCo

R et

v Mewy service call

{

v Requested (00

v Rejected (5)

v Azsigned (13)

v Cpen (18)

*

v Douhle Flatrate Calls (1)

ction (07

v Repair successful (18)

b A

& T claim areor ©17Y
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Home | Support | Logout

M

i Field Service

i~ Technical guestion
i~ Ersin

i~ Translation Toal
Export

e WICH Mevws

»r DIFS for WC

Service Calls (Double Flatrate Calls)
Wiarkarder J SP-Ref: I:l

Serial Mo

v Mewy zervice call

Workorder 5
995002254173

Serial No. 5
VIAWHODBIME | GAF AG

Customer 5

40022009 0 " DoubleFRApproved | WCST-B12506

v Requested (00

v Rejected (5]

v Assigned (12)

v Open (17

v In Progress (56

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

CURRENHT viEw: workoRDER HISTORY I

Workorder History

Start

19.02.2009 09:26:353
19.02.2009 09:25:1 3
19.02.2009 09:42:16
19.02.2009 09:44:14
19.02.2003 09:46:04

19.02.2003 13:31:07

09.09.2009 13:11:03
03.09.2003 14:11:23

Procedure Comment

i Aszsigned :

| HD Open :

- Open WO Accepted

! SparesOrdered ! Set by WM atter order at MIRO. Material ordered

{ OrderConfirmation { Set by WCM atter MIRO ftem line insertion. Order confirmation

Set by WCh after MIROD item line insertion. Spares in delivery
¢ (digpstch)

Repair failed

| DFR accepted

SparesinDelivery

RepairFailedandDoubler R
| DoubleFRApproved

4.3 Cancellation of work order

You are able to cancel the work order until status “To Call”.
Use button <Cancel work order> on Action list.
If material has been ordered, please return it as good part return before you cancel the work order.

Material based on
you note “unused”

ADEX related orders please return by using the prepared Part Return Form on which

v Repair started

v Drder parts
v Return order
v Change status

v Update service type

v A ppointment arranged

v Cancel Workorder

v Mewy Comment

v Print wworkaorder
v Refresh page

v Edit Reference Mumber
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In the following window you have to choose a reason for cancellation and enter a description.

cancel workorder

FUTT‘I’SU THE POSSIBILITIES ARE INFINITE

Cancel WO
Pleaze erter the reazon for canceling this Workarder. Pleaze select w

Pleaze select

End customer cancelstion

FCO not accepted by SP

WO not accepted by SP

Ot of wearranty, customer refuses repair fee

Oonly far Testcases

4.4 Returning Spare Parts

4.4.1 Return order advise

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

4.4.1.1Adex 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:

4.4.1.20rders 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
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FUﬁTSU THE POSGIBILITIES ARE INFINITE

Home | Support | Logout

% W Workorder Detail O actions |
i Field Service » Repair started
i~ Technical guestion Call Date | Workorder i Partner call number i Current Status v Upddate: service type
S 2402 2009 | 935002264308 | MCST-512681 | SparesinDelivery v Ordet parts
g . Customer | Hame ! Product P ECS + Return arder
i~ Tranzlation Tool ; : : :
. v Change status
i Export ‘ E WH3M S854E 1284 :
o . v Appointment arranged
= YT Mees kesponse 11me i repair time ; Date of Carriage : DIFS-Code .
0 : o : : v Keep Material
== DIFS for YWiCh : H
3 Service Type SP | Service Type Customer » Caneel Warkarder
ek Bringin ¢ Bringin » Mewy Comment
»+ Repotts - » Edit Reference Mumber
Sl CURRENT wiEw: L. I | " vvoreorier
== Customer v Refresh page
= Help

anditinn

] { Aetinn

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

| return order

FUT?TSU THE POGSIBILITIES ARE IMFINITE

HOC 1 2008 SEAGATE ST 2052245
SATA P SGT ST 2032285 ORONOOOO0S4H05E2S

Order Ho Return-Material number
| | 000000000034005529

MIRC O

GoodPart

O

Total

Description Material number Order Location

H HOD 1 208 SATAMOB 3 40 WD
WD 200BEW 5508

Order Ho
| |

GoodPart

O

000000000034006592 MIRC ]

Return-Material number
0aooaooao3400e592

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

O | ||

Return-Material number

GoodPart

Quit Finish

Click on <Finish> to close the window.
Now the parts are advised.
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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.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

% oM Workorder Detail 0] adl
i Technical question Call Date | workorder { Partner call number ! Current Status > Uk
3. B 07 052008 | 885002281078 { OrderConfirmation v Ol
] ) Customer { Hame ! Product i ECS v Rt
- Translation Tool B ) : : :
I Fuiitsu Siemens COMPUES oy Robert | VOB 46570 C IHMI4 » Cha
wpa GmbH [Nl
2 WO Mevws Response Time | repair time i Date of Carriage i DIFS-Code y
: : : b s
= DIFS for Woh " 0 - » Can
e Service Type SP i Service Type Customer
e Bringin ! Bringln v Mlewn
** Reparts - » Ecit
- Print
# Settings CURREHT vIEW: C 1L | |
= Customer » Retr
=+ Help =
Condition | Symptom i Action m
2 - Sporadic { H - Hard disk £ - HA-Repair with Spare
¢ M - Mechanical problem » Cal
1 - Hard disk - irtermal » Mes
v Cusl

-
o
—
(=]
bzl

Problem Description
Edalzalthldhiihikhflak fatzkashikesjf

P Spal

» WNar
Material b Invo
Material number Total Status Order Ho RET-Ho RET ReturnCode KeepMaterial
§G037472 1 Propozed SO04649961 - - | m
GG037472 1 Canfirmed GO04649961 - ] - |
88037472 1 S004649961 §137126962 - O i
Labour I
Material number Status Total price m
WY FLATRATE 604 1 40 80 EUR

m
Z
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" material details
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Material

Material number De=scription Date Status
037472 HOD 038 SATA 300 72K AADCWDE00JD-52 07.05.2009 14:30 Feturned

Order location Total price CustomsDuty LSF Order How ordered
MR 1 7353 ELR O O] L] L]
Return Type: R46 Warranty: |:| CRL: |:|
Return Materialnumber: Limited Warranty: |:| Fit To Asset:
Return Humber: < 81371 26362 }imited Warranty Duration: 0 Fit To ErrorCode:
Return Code: Returnable:

Product Hierarchy: HD = 70 B - 80 GB

Order Ho: SO04E49961

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.

4.4.2 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
Material number De=scription Date Status
037472 HOD 038 SATA 300 72K AADCWDE00JD-52 07.05.2009 14:30 Feturned
Order location Total price CustomsDuty LSF Order How ordered
MIRO 1 7353 ELR O O] L] L]
Material Details .
Return Type: R46 Warranty: |:| i CRU: |:|
Return Materialnumber: Limited Warranty: |:| Fit To Asset:
Return Humber: < 81371 26362 }imited Warranty Duration: 0 Fit To ErrorCode:
Return Code: Returnable:
Product Hierarchy: HD = 70 B - 80 GB
Order information Delvery address
Order Ho: 2004649961
Express |:|

SELECT ! Order Tracking

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

+ returns | days.
'V orders overview '
T order tracking B
b shipment advice by Order Nr. _81 37126962 [+] START ORDERTRACKIN
* reports |
+ Spare parts catalogue '
N _cc_lmplan:rts """""" ' by Order Status
"""""""""""""" open Orders
USER closed Orders

Order Date Range (oo.mm. v

- eean Eno

| Miscellaneous

Order Type: Material Mr:

¢ Your Reference: User-I0:

© (only purchase arders)

Call-Nr:

Il

[+] 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

Teotal records found: 1

_________________________ .
' orders overview

-

arder tracking
Y zhipmert advice
Y reports

Qrder Mr.

137126962  Return OpEn DECE1141  DECE137126962 f 07 .05.2009 @
Qe500225107E

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

The return form must be printed out and attached to each part being returned.
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4.4.2.1Return Code reqgistration

The Return Order reasons announced by the Service Partner might have changed during the posting of
the defective part in the reverse logistics in Sémmerda. 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.

EIREIR BRI R ERIE ERE R ERITIE]
ltern Type ™| Material Description Order Location |Return Cod|Order Mumhber|Asset Fit
FR o VWY FLATRATE ]
MATD 000000000038001506  (WGA ASIUS EMT3005E 64/256MB DVI-I TVOUT ] 8003708954
000000000038001326  (MB MSI MS-7293 WP pATH SOCKET 775 b 8003708954
MATC 000000000038001506  (WGA ASUUS ENT3005E 64/256MB DVI-I TVOUT ] 8003708854
000000000038001326  (MB MSI MS-7293 VP gATH SOCKET 774 ] 80037089594
MATF 000000000038001506  [WGAASUS EM73005E 64/256MB DVI-I TVOUT [FSC MIRO 17131938 X
000000000038001326  (MB MSI MS-7293 WP pATH SOCKET 775 FSCMIRD @& 171318938 H
MATR 000000000038001326  (MB MEI MS-7293 VP gATH SOCKET 774 & |GooD 8135975821 |X
000000000038001506  (WGA ASIUS EMT3005E 64/256MB DVI-I TVOUT &l |DFC 8135974484 |¥
Line item details in WCM WEB:
' material details

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Material
Material number Description Date Status
88037460 HDD 250GB SATA 300 7 2K FWDCWD2S00)S 11.08.200814:45 Fefurned
Order location Total price CustomsDuty LSF Order How ordered
| MIRO 1 145 10 ELR O ) U L]
Material Details
Return Type: R46 Warranty: [l CRU: Ll
Return Materialnumber: Limnited Warranty: D Fit To Asset:
Return Humber: 28137127118 Limited Warranty Duration: 0 Fit To ErrorCode:
{Return Code: GOOD) Returnable:
i Product Hierarchy: HD = 180GE - 250GHE

Order information Delivery address
Order Ho: S0046501 90
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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N Aricle Code
: —= Type
= WICR Peves Total
; price
L]
DIFS far Wk Customer
= Spares RET
LSF
£ Rens O clerblowy
% Setings v Edit account seftings Status
i v Edit field service display Crder fo
Uzer settings Shb : RET-Mo
= Customer » Edit lineftems display keephaterial
b Supervisor FeturnType
]
Help ReturnCode

FUﬁTSU THE POSSIBILITIES ARE INFINITE
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Home | Support | Logout

= WCh

i Field Service

b Technicsl question
i~ Ersin

i~ Translation Tool
i-ExpoH

= WCH News

#r DIFS for WiCh
= Spares

=+ Reports

= Settings

»r Customer

== Help

Workorder Detail
Call Date | Workorder i Partner call number i Current Status
07012009 | 995002135562 ! TaClaim
Customer | Hame ! Product | ECS

§YRTTON 44 {1G2Hd
Response Time repair time

43 ‘o

{ Date of Carriage

| DIFS-Code

Service Type 5P
OnSite with preclarif. 48h perf.

i Service Type Customer .
i OnSite with preclarif. 48h pert.

v Rezet To claim

+ Mewy Comment

+ Edit Reference Mumber
v Print warkorder

+ Refresh page

[ Detail Views
v Call

v M

CURRENT wIEw/: 41 L |

Condition
1 - Alvways (during processing)

| Symptom
|G- General
P2 - Wil not switch on (LED nat it
| ¥ - Cther

| Action

| 4 - H-Repair with Spare

v Customer

+ Procuct

+ Spares order

v orkorder History
v Syatem History

r Invnice

—

Line kems
Material

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

Material number Total Status
24009638 1 Propozed
34009670 1 Proposed
24009655 1 Propozed
ge0av112 1 Propozed
340096355 1 Confirmed
34009670 1 Confirmed
FA009635 1 Confirmed
5037112 1 Confirmed
340096355 1 Despatched
34009670 1 Despatched
FA009635 1 Despatched
5037112 1 Despatched
340096355 1 Feturned
2ANNaETN 1 [ = TR o]

Order Ho

20048158429
2004803723
G004796514
G0047E7442
20048158429
2004803723
G004796514
G0047E7442
20048158429

RET-Ho

21375341891

004803725

81375238

004796314

§137314530

G004 757442

1375303872

004515429

21375341891

QANA QN7

24 2T 02071

-

JEOEEOOREOOEEER

ReturnCode KeepMaterial

DFC
DFC
GOon

Jooodoooooadod

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).

4.4.4 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.

4.4.5 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

FUT?‘I’SU THE POGSIBILITIES ARE IMFINITE

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

4.4.6 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 PERESAROLIRINE ARD vOFImITE

Home | Suppor | Logpout

SN Workorder Detail
Fiedd Seraces A o e
= Teschracal question Call Date Wi leor der Partrer call musmBhag Current Sslus ! -
Ersin 2402 2003 TestRob FepaE ST e i v Uipdale service fype
- Transistion Tool Customer Hame T ECS v Repair 51
10  Order parts
2 VWO Mears FT] 0 b
¥ DFS for WWEM Sarvice Type 5P Service Typa Custormer r
e GnSie 45h peripmance riGke L8N perfofmances ™
»» Repors v Eid
"5 OURRENT WIEW: CALL + Privt
¥ Cuemtomer Retresh page
> Help Comndition Symniplom Action
ABaerys [(OUFINg proCcessing B - Board / Ram | inbermal 10 4 - MS-Repar with Spare [ Dtail Vinws
]. .'."'_.;“'..-. o = ) o
Confirmation - Product Warranty Return
Delivery Address:
Fujitsu !
Spares Supply Center
Rampe 17 + 18
Erfurter Hohe 8
99610 Sémmerda
Germany
D0 AL O
Customer Nr.: 001127 Return Order Nr.: 8134353898
Customer: ] RMA Nr.: DECB134353898
.
GmbH
Germany
User: Webservice WCM
Phone: +49-(0)1805-003 1
Fax: +49-(0)3634-330
E-mail: spares@fujitsu-siemens.com . R
pares@fuy Service Partner Claim
Your Reference: TestRob i Reference 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:WDSB00EB 18T 78.97 EUR

HDD 80GE ATA 72K

Total Credit (VAT not included): 78.97 EUR
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4.4.7 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

FUﬁTSU THE POSSIBILITIES ARE IMFINITE

] -BT- 2rD BATTERY UMIT (GCELL

OO P CRaE 845, 0000000000858039520 MIF O O
Order Ho Return-Material number
[so04s00EST 000000000088039520

Input Field for Good Part Return or additional used spares

Order Ho Material number

SO046006:357 O00000000034024 572 1

GoodPart

MaterialHumber = Materialnumber according to delivery note

MNote

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

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

Quit Finish

| return order

FUT?TSU THE POSSIBILITIES ARE IMFINITE

L1 FEOOMAH) J FLLE CP2E R LI gl S 21 l Tl L L

Order Ho Return-Material number

S004600657 000000000033039520

Dol wPiB wWhel
] 1 ]

Input field for DoA-, WPRIB- and WDel-Complaints

Order Ho Material number
S0046006557 000000000055039452 1

Dol wWPiBE wWbDel
O O

MaterialHlumber = Materialnumber according to delivery note

MNote

If wou leave the field "Ordemumber” 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.

Attention
A return order will be created regarding to the selected MWaterial and its Amount.
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45 Keep material flag

4.5.1 Customer keeps material

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

FUﬁTSU THE POSSIBILITIES NRE INFINITE

Hame | Support | Logout

B WEr Workorder Detail
- Field Service + Repair started
- Technical question Call Date { Workorder Partner call number i Current Status * Update service type
b [ 19.03.2009 { 995002270114 | SparesinDelivery » Order parts 1
. Customer | Hame Product i ECS v Return order
- Tranzlation Tool . :
. Export E;u":a? Siemens Computers Kandziors, Georg - I » Change status
m + A ppirt arranged
= WG REYYE Response Time i repair time Date of Carriage : DIFS-Code
o ‘o : » Keep Material
= DIFS for wyiChi -
Service Type SP Service Type Customer » CancelWarkorder
= Spares Onsite OnSite + Mesy Comment
== Reports » Edit Reference Mumber
= Settings CURRENT VIEW: CALL v Print wyorkorder
= Customer v Refresh page
s Help Additional Information (SWAP):
SWAP Process: Please take a note of both Serial Humbers for subsequent entry in WCM! [ Detail Views
'€ Keep Material - Fujitsu Technology Solutions =/l O m » Call
I K " 0 _|_| » Mezzages
fea] eep material
FUIITSU THE POSSIBILITIES ARE INFINITE P » Customer
¥ Procuct
v Spares order
» orkorder History
v System History
- » Invoice
g Material number Total Order Location
SERWER BLADE MASTER BRE30 52 00000000003300671 2 1 FSC MIRD
~ [ search for Workorder / Serial
Don't use Keep Material Flag for TopUp Services including HDD discard. Return Order is mandatory and written ¢onfi7
has to be =end to Spares Operations instead of defective part. 7 Wirkorder § Serial Mo,
erial
[ Adler

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 Status Order Ho RET-Ho RET ReturnCode KeepMaterial

3006712 1 Propozed go04549002 - L]
3006712 Confirmedd S004649002 - L] I:l/
L]

1
JE006712 1 Despatched 004643002  CANCL []
1

3006712 Returned S004549002 §137126824

Material number Status Total orice

4.5.2 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
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ordered from own stock this means you have to set the keep material flag for all parts proposed but not
used for the incident.

4.6 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 POSSIBILITIES ARE IMNFINITE

Warranty- or GoodPart-Returns go to complaint (DOA, WPIB, WhDel)
De=scription Material number Total Order Location RET LSF
-BT- 2MD BATTER™Y UMIT (BCELL
O seoomar s Fuscraetsesxx OROONONONEE0=5520 MIRC O o
Order Ho Return-Material number
|SDD4EDDEST Qo000000000550:39520

Description Material number Total Order Location

[] Board, BT-AMT fFLLECPS3590-% Qoo000000034005969 IR O O
Order Ho Return-Material number
|SDD4EDDEST| Q0o000000034005369

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

O | || ||

GoodPart

After pressing the bar “go to Complaint”, the order options displayed change:
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FUTOI"I"SU THE POSSIBILITIES ARE IMNFINITE

| return order

Page 88/116

Complaints go to Warranty- or GoodPart-Returns

De=scription Material number Total

Order Location

RET LS5F

Description Material number

-BT- 2ND BATTERY UNIT (SCELL
O senomar s Fus-crastass sy OROORONONEE0=E520 MIRC O o
Order Ho Return-Material number
(an04snes? 000000000038039520 |
Do WPiB Whel
] ] ]

Order Location

[] Bosrd, BT-ANT / FLECP331590-KX 000000000034005969 MIRO 0 O
Order Ho Return-Material number
| 000000000034005959 |
DoA WPiB Whel
O O O

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

O | || ||

WHIEB Whel

Z

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.
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4.6.1 Dead on arrival (DOA):

| return order

FUﬁTSU THE POSSIBILITIES ARE INFINITE

L] Board, BT-ANT fFLLECPS3 590-X% 0O0000000034005565 |1_| MR L L
Order Ho Return-Material number
| 000000000034005969 |
DoA WPIB Whel
] O] O]
Input field for DoA-, WPIB- and WDel-Complaints
Order Ho Material number
(600460657 | |DO0DOD0DO0SBO37S3 | 1
Dok WPRIiE Whel
O 0O
Materialdlumber = Materialnumber according to delivery note

Note

IFyou leave the field "Ordermumber” 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.

Then click on <Finish>

As confirmation you receive the following screen:

| return order

FUT?TSU THE POGSIBILITIES ARE IMNFINITE

Information

The request for return orders iz placed. Check arder confirmation (513,71 in detail views "call”.
Qo00000000053037 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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4.6.2 Workaround for DOA after repair finished

Once a Work Order is claimed, no more Spare Part Returns can be added.

In case the new part is working right after the break fix, but defective shortly after the first defect part
return was already done or the Work Order was even claimed already, the DOA handling described in
4.6.1 is not possible any more. In this case the DOA workflow as described below applies:

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.

2. DOA repair:

A new Work Order can be opened as described in Chapter 3.5.2.2 Repeated Repair. The Repeated
Repair Reason “defect spare part” is to be selected.

If the Help Desk approves the new WO the SP can make a DOA complaint for the original order
8000123456 in FTS Spare Parts Portal with the new WO as reference. The SP should claim the WO
in WCM WEB with the Action Code O - DEFECTIVE SPARE and enter the description with prefix DOA:
DOA Defective Spare Order number: 8000123456 replacing DVD SM DL NEC AD-7170S-AN SATA.

As part return form the SP shall use the delivery note and enter the comment "DOA for order
8000123456".

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.

The information about the DOA return order will be visible in WCM Web.



Service Operations |Issue: March 2011 |WCM WEB User Manual- Warranty Claim Management Tool Page 91/116

4.6.3 Wrong part in box (WPIB):

| return order

FUﬁTSU THE POSSIBILITIES ARE IMNFINITE

De=scription Material number Order Location
HDD 12058 SATAMOB 5 4K SEAGATE [
' v
ety s O0000000008E037E43 MIFO O
Order Ho Return-Material number
0000Q00000S5037543 |
Dof WPiIB Whel
O] O]
Input field for DoA-, WPIB- and WhDel-Complaints
Order Ho Material number Return-Material number
| | |000000000058037543 | |000000000058037843 | 1
DoA WPIB WhDel
] ]

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

Mote

If you leave the field "Ordemumber” 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,

Then click on <Next> and <Finish>

As confirmation you receive the following screen:

| return order

FUﬁTSU THE POSSIBILITIES ARE IMNFINITE

Information

The request for return orders iz placed. Check order confirmation (3130 in detail vies "call”.
Q00000000055037 343

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

" return order
FUﬁTSU THE POSSIBILITIES ARE INFINITE
HOD 320GE HITACHI HTS54503289.4300
W
O (sareys 000000000034024375 MIRO O

Order Ho Return-Material number
| 000000000034024375 |

Do WPIB whel

] F O

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

|B004600657 | |000000000034024375] | |oooooooooossosrasa

DoA

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

Note

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

selected. Otherwise you can consedguently 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.

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 (513,71 in detail views "call”.
Qo00000000053037 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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4.6.5 Good part return:

4.6.5.1 Good part return order for RET and N-parts

| return order

FUﬁTSU THE POSSIBILITIES ARE IMFINITE

-BT- 2ND BATTERY LNIT (GCELL

O sanomar / Fu.rcrost 9450 ARORONONANEEN=S520 MR O O
Order Ho Return-Material number
‘8004800857 000000000035039520

Input Field for Good Part Return or additional used spares

Order Ho Material number
6004600657 | |000000000034024372 | 1
GoodPart
Materialdlumber = Materialnumber according to delivery note

Mote

I[Fyou 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 exactly
with this purchase order.

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

Quit Finish

Then click on <Finish>

As confirmation you receive the following screen:

| return order

FUﬁTSU THE POGSIBILITIES ARE IMNFINITE

Information
The request for return orders iz placed. Check arder confirmation (513,71 in detail views "call”.
Qo00000000053037 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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4.6.5.2How 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

4.7 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

FU]TTSU THE POSSIBILITIES ARE INFINITE

v Requested (00
v Rejected (5]
v Aasigned (12)

Home | Support | Logout

v Open (177
3 R WOFKOI’der Detall v In Progress (56
i Field Service + Doubls Elstestecn

i Technical guestion Call Date | Workorder i Partner call number i Current Status v Ayvaiting Immediste Sction (1)
‘. Ersin 10.03.2009 | 985002270025 | Awaitinglmmediatedction o, 3
e Trrsmidelian ol Customer : Hame Product i ECS v T claim error (171
X Fujitzu Siemens Computers

- A Schork, Robert YKKROD4689 16121 > Claim Workorder (71)
nn WICH Bl Response Time | repair time | Date of Carriage i DIFS-Code » Validation center (41)
: : : v YC Revized Claims (1
% DIFS for Yo Y o | 12032009 . e (1)
o Service Type SP | Service Type Customer v WC Rejected Claims (0)
ares : . -
& Collect&Return i Collect&Return v Replied to Validation center (3
¥ Reports v Claims accepted (31
% Settings + Canceled
=x Customer Attention: v Clozed
o o Avvaiting Immediste Action
=R Cortinue WO handing urtil 07 402009, Ctherwize WO iz canceled.
* Invoice

CURRENT vIEwy: C. L1 |

[] Search for Workorder / Serial

Wiorkorder | Serial Mo,

Condition | Symptom | Action

1 - Alvvays (during processing) < - Communication £ external 12 1 - Explanation to customer
i1 - Mat recogrized [] adier
| 2-IRDA

Enter the Serial No.

Problem Description
Test Standard, aber in Topupzet IFRS
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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 POGEIBILITIES ARE IMFINITE

Change status
Change status to

ContinuebOHandling ™

[] Actinn=
&+ Continue Workorder Handling
b Pleny

v Print sworkorder

v Refresh page

Revised status are listed in the work order history

FUT:['TSU THE POSGIBILITIES ARE INFINITE

Home | Support | Logout

% e Workorder Detail O petons |
i~ Field Service + Repair started
i Technical question Call Date | Workorder | Partner call number | Current Status » Update service type
. i 10.03 2009 | 995002270025 i Open » Order parts
8 ) Customer { Hame i Product L ECS v Change status
- Tranzlation Tool Fui X : : : -
ditsu Siemens Computers oo Rabert | YKKROO4G8D RTep » Appointmert arranged
Export GmbH H H H
m v Cancel Yorkorder
=x W Mews Response Time i repair time i Date of Carriage i DIFS-Code
: : : + Mevy Commert
6 (IS oy i : 2 1A ‘ + Edit Reference Mumber
- a Service Type SP : Service Type Customer
ares : :

& ColectaReturn | CollectaReturn v Print wearkorder

= Reports v Refresh page
i Updlate Return Ao

£ S CURRENT VIEW: WORKORDER Hi1S TRy ISy | 71 LT ARETEes
= Customer
# Help Workorder History [] Detail Views

Start i Procedure

Comment

: v Call
10.03 2009 020000 | Reguested i
T 13
10032000 020249 | Open eSEEeEs
H H o y . Customer
e . . . i Aweaiting Immediste Action '
3092009180321 AwvaingimmeiteActon oo e i haneing urtil 07 10,2000, Ctherwise WO is cancellsd.| | » Procuct

18.09.2009 11:458:54 ContinuetOHandling Continue Workorder Handling with last Status: ContinueiOHandling v Spares order

v Wiorkorder 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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5. 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.

5.1 Claiming & Validation
5.1.1 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 IMFINITE

Harme | Support | Logout

1

* Claim Wiorkorder

HOWNCH

Workorder Detail

i Field Service

i Technical question Call Date Workorder Partner call number Current Status > FEpET TS
e 14.05.2009 | 995002281088 | RepairSuccesstul » Update service type
b, Tl T Customer { Hame | Product {ECS + Repair successful
b Export Fuifteu Siemens COMPUETS andiziora, Georg | VKOB145040 SHz14 » Qrdler parts

» Return order

= WCH Mewes Response Time | repair time | Date of Carriage | DIFS-Code )
o o v Heep Material
= DIFS for WiCh i
Service Type SP Service Type Customer » Cancelorkorder
¥ Spares Bringin | Bringin » Nevy Comment
=+ Reports - » Edit Reference Number
= i * Print wyorkarder
settings CURRENT VIEWY: C.2L_ 1 |
== Customer v Refresh 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

Horme | Support | Logout

% e Service Calls (Repair successful) O actions |
e Fi ; iae call
i Field Service Wiorkarder [ SP-Ref: l:l Serial Mo | | RT:| | ’ ]
i Technical guestion v Claim Wiorkorder
b Eati Waorkorder 5| SerialMo. 5| Customer 5| Date 5 | RT 5| Status 5 Call Number 5
I BEl 99500224134 | YK3JO9B050 Tran, ThiHanh | 17.02.2009 0 Reparsuccesstul | mestsiesn | IR
CHr— 995002264900 | YKAJOEIASS | Curanum AG | 2402 2009 48 RepairSuccessiul | MCST-612734 » Reguested (1)
Fujitzu Siemens v Rejected (5]
i WCM Mevws 95002270019 | YEBDOODM20 | Computers 09.03.2009 0 RepairSuccessful v Assigned (12)
= DIFS for Wi GmbH
o Fuijtsu Siemens » Open (18)
pares 995002270020 | YESDOOOM19 | Computers 09.03.2009; 0 ResetToClaim v In Progress (58)
* Reports GmkH v Dauble Flatrate Calls (1)
. Fuitzu Siemens - . .
= Seti
ngs [®] 995002270033 . YWETOMITOE  © Computers 10.03.2009; 0 RepairSuccessiul » irsiting Immediate Action (0)
= Customer GmhH v Repair successtul (15)
Fuitz11 Sirmens: v Te claim areoe 4T

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

Page 97 /116

Home | Support | Logouot

R

3 BE Workorder Detall

i Field Service

i Technical gquestion Call Date Workorder Partner call number Current Status

i Ersin 15.07.2009 { 995002281111

Translation Tool Cl..l.s‘tnrr_ler Hame Product

b Expart g:ﬁf: SEMmens COMPUETS o ohork, Robert VKO 46675

== W Mews Response Time repair time Date of Carriage

v DIFS for YoM . .0 - :
Service Type SP : Service Type Customer

»x Spares ) F—
Bringln i Bringln

¥ Reports -

== Settings

CURRENT vV (2L |

v Reset Toc
¥ Pl Comi
» Edit Refen
v Print swvark
» Refrezh p

[] Detail ¥
v Call
» Messages

» Customer
» Product

PR

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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5.1.2 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

mHome | Support | Logout

i~ Technical question
i Ersin

i~ Translation Tool
. Export

== WCHM News

*» DIFS for WCM

>+ Spares

»» Reporiz

»* Settings

*r Customer

*» Help

Call Date ; Workorder : Partner call number : Current Status
14.10.2009 | 995002281393 i ToClaimError
Customer i Name | Product i ECS

E‘#Ef Technology 5”""“““5% Kandziora, Georg YK2F013507 2H114
Response Time repair time Date of Carriage DIF5-Code

0 0 -

Service Type 5P Service Type Customer

OnSite ! Onsite

Validation Result:
E2: Not enough return orders created

S Missing 3x38008590 1x38008989 1x38006647

CURRENT WIEV: (A L L |

+ Return order

+ Keep Material

+ Cancel Workorder

+ New Comment

+ Edit Reference Number
+ Print workorder

+ Refresh page

P Workorder Detail
i Figld Service + Claim Workorder

O Detail Views

+ Call

+ Messages

+ Customer

+ Product

» Spares order

» Workorder History

ECS + System Hiztory
Condition i Symptom i Action v Invoice
2 - Sporadic i H - Hard disk

i 4 - HW-Repair with Spare
¢ 1 - Hard disk is 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
3006647 2

Status Order Ho RET-No ReturnCode KeepMaterial|
Proposed - |:|
Proposed |:|
Proposed |:|
]

Returned

38008989

38008950 3
38006647 1
Labour

Material number Status Total

[ 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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5.1.3 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
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Accept Final Approval by
Claim OK Claim FSC Country Mgr.
Negotiate
¥ . .
Decision
Modify
Claim
Send Feedback
to SP 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.

ClaimRevisedByVC (included in status “VC Revised Claims”)

FUJITSU Validation Centre has changed the claimed Service Type

After revised claim is accepted by Service Partner, the status will
change to ClaimAcceptedByVC (in status Claims accepted)

ClaimRejectedByVC (incl. in status “VC Rejected Claims”)
FUJITSU Validation Centre rejected the claim completely.

If a rejected claim is accepted by you, the status will change to
“Cancelled.”

ClaimAcceptedByVC (incl. in button “Claims accepted”):
If the Validation Centre did not change something but accept the
claim, it will be paid with the next invoice summary.

If you answered to a rejection or comment of a VC decision, the
work order can be found in “Replied to Validation Center”. After
final agreement, the work order will be placed in the adequate
status section and has to be accepted by the Service Partner

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.)

» Requested (0

» Rejected (3

r Azzigned (12)

F Dpen (18)

v N Progress (58)

¢ Double Flatrate Calls (17

v Avaiting mmediste Action (00
» Repair successful (17)

» To Claim errar (17

» Claim Workorder (59

v Yalidation center (417

» WC Revized Claims (1)

» %2 Rejected Claims (1)

» Replied to Validation center (20
v Claims accepted (3

» Cancelled

b Clozed
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5.1.4 Rejected or revised work order

Double click on a rejected or revised work order

FUﬁTSU THE POSSIBILITIES ARE INFINITE
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Home | Support | Logouot

= Ch

Service Calls (VC Rejected Claims)

Wiorkorder f SP-Ref:

i Field Service

[ ]

Serial Mo, 5

Serial Mo
i Technical question

Customer 5
Fujtsu Siemens
i Computers GmbH

. Ersin Workorder 5

i Translation Tool 995002270044 | YKLGODZE34

L Export
== WCH Peves
»x DIFS for WiChi

*r Spares

= Renntts

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

The rejection message will be displayed:

FUﬁTSU THE POSSIBILITIES ARE INFINITE

v Menwr zervice call

v Reguested (0)

v Rejected (5]

b Azsigned (120

v Open (18]

v In Progress (58)

v Double Flatrate Callz (1)

Horme | Support | Logout

7 A Workorder Detail
i~ Field Service
i~ Technical guestion Call Date | Workorder i Partner call number | Current Status
. Ersin 10.03.2009 ! 995002270044 ! ClaimRejectedBy'C
g ) Customer { Hame ! Product | ECS
i~ Translation Tool Fuiteu Si P— : : :
: uitsu Siemens Computers |
b Export i | Schork, Robert | YHLGI0Z8%4 19121
2 WM Mewss Response Time | repair time | Date of Carriage i DIFS-Code
o P24 : :

» DIFS far WiCh

Service Type SP Service Type Customer

v Aocept rejection
» Reject rejection
+ ey Commernt
v Print wworkorder

v Refresh page

[ Detail Views

- Spares :
2 OnSite 24h performance i OnSite 24h performance
» Reports -
s Setings
= Customer Validation Result:
W Rejected Claim
»r Help (-

CURREHT viIEW: 101 E |

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

Service Type: OnSite 24h performance|  JUELIERTTR GRS ]

e Service Type:

WTY:FLATRATE: 134.00 EUR | PUELLIT

WTY:FLATRATE: WTY:FLATRATE: 0.00 EUR

Totat 13 00ELR | | WTY:FLATRATE: 0.00 ELR
Total: 0.00 ELR:

» Call

v Messages

v Customer

+ Product

» Spares order

v arkaorder History
v System History

v Irvnice

[] search for Workorder ! Serial

Wiorkorder | Serial Mo,
[ adier
Erter the Serial No.

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 FPOSSIBILITIES ARE INFINITE I'EJECtI'EJECtIOH

Reject rejection

Reason: 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

10.03.2009 160200 | Reguested :

10032009 16:03:00 | RepairStarted : call start: 10.03.2008, 16:30” clock
ifakjtazjflkasziflajf

10.03.2009 160327 | Open

10.03.2009 16:03:59 | RepairSuccessful :

10.03.2009 16:04:02 | ToClaim ! Ta Claim

11.03.2009 0%:41:31 | ClaimMovedToWC { Claim maves ta validation centre

11.053.2009 094247 ClaimacoeptedByy'C Country Manager has approved the claim

11.03.2009 09:44:59 | ClaimPaid ! Claim iz paid

11.053.2009 1010025 ClaimacoeptedByC Country Manager has approved the claim

06.03.2009 155543 | ClaimRevisedByvC E:!f"m Sl L

05.03.2009 16:00:59 | ClaimRevisedByvC E:!f"m revised by operator

05052009 160112 | ClaimRejectedByvc r;:_REJemEd Sl

06.08.2009 160211 | ClaimRejectedByvC E‘?_REJE“E“* Clsim

06.03.2009 160358 | ClaimRevisedByvC E:!Ja'm U= A Cl

05052009 160528 | ClaimRejectedByvC r;:_RE’EmEd Claim

09.09.2009 16:19:53 “alidationFeedback rejection not acceptahle

5.1.5 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

£ R Export call

i Field Service 1 v Create file
: Workorder (SP-Reft:[ | Serislho: [ Jstsus  |open |

i Technical question

i Ersin Period: Pleaze Select - from: l:l El Delimiter: l [ adler
Translation Toal to l:l g Enter the Serial Ma.
L Export Additional Fields in Export-File :

3 WO News call accepted: [] spares ordered: [ spare in delivery: [] repair started: []

repair successful [ repair not succesful [ SEARCH

= DIFS far WiChd

B Ejpaies ~ Workorder 7| Product 3| Customer 3 Status =
B Regmis [ 995001523725 | YWAS002337 | Schnel, Petra 16052008 |0 | TaClsimErrar 11X

= Settings [ 995001358522 | YKVLO03393 | RTT

A — —i . — R

24102008 48 | ToClimError 1634

Export call
Wiorkorder f SP-Ref: |:| Setial Mo |:| Status: | Open M

Period: Pleaze zelect . fram: |:| B Celimter: l
o
Additional Fields in Export-File :

call accepted: spares ordered; spare in defivery: repsir started:

repair successtull [v] repair nat suscesful: [[]

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 103/ 116

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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5.2 Invoicing

5.2.1 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.

5.2.2 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.

5.2.3 Documents

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

Avenida de Brusslas 13
28100A1lcobendas, Madrid,
SPAIN

VAT-ID: ESBBZ441%08

Sender

Fujitesu Technology Sclutions 8.L.
Fujiteu T8 Spain ES82 Serv.
AV. DE BRUSELAS, 13 ED. BMERICA

28108 ALCOBENDAS,
SPATH |Invoice Propoeal : ORIGIHAL

VAT-ID: ESEE7441908 |P:cpnsal Invoice date:28.05.2009

Vendor Hr.:

|P::pnsal Invoice Nr.: Q00000Z00001Z458

Service Provider |erouping Wumber: 000000000000053931

Fujiteu Technology Sclutions S.L.
FPujitsu TS Spain ES82 Serv.
AV. DE BRUSELAS, 13 ED. BMERICA

Eupply Date: See Attachment

28108 ALCOBENDAS, |Claim Humber: See Attachment
SPAIN
Ho involce, reguest for issuing the inwvoice.
UMIT DESCRIFTION 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

X

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

5.2.4 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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6. Forward work order

Depending on the country specific service processes, for special cases (e.g. AMILO, LIFEBOOK with

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 Repair started

v Farvward Workorder
v Drder pars
v Change status

v Appointment arranged
v Cancel Wiorkar der

¥ Mesy Commernt

v Edit Reference Mumber
¥ Print sworkarder

v Refresh page

FUﬁTSU THE POGEIBILITIES ARE INFINITE
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Home | Support | Logout

. .
B (I Workorder Detail
Technical guestion Call Date : i Workorder : i Partner call number i Current Status
i Ersin 21.09.2009 i 995002281294 f RepairFailed
; ) Customer i Name i Product | ECS
+ Translation Tool Fuitey i . " : : :
e T Gy e FOMPKEETS L andziors, Georg | YKKRO11111 | 2E224
3+ WCM News Response Time  repair time | Date of Carriage | DIFS-Code
* DIFS for WCM v 0 s :

Service Type 5P i Service Type Customer
= Spares . fo

Bringln i Bringln
*> Reports .
B £2NE CURRENT VIEW: CALL
** Customer
= Help

Conditi | Symptom | Action

2 - Sporadic E - Remowvable drives / changer 4 - HW-Repair with Spare

i 2 - Write / burning-, read-error
i 2-CD/DVD-drive

Problem Description
CD burning failz.

Line items
Material
Material number Total

Status Order No RET-Ho
34014125 1 Proposed -
Labour

Material number Status

WTY:FLATRATE oK 1

price
0.00 EUR

RET ReturnCode KeepMaterial

- |

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>

+ Repair started

» Update service type

» Repair failed

» Repair successful

+ Forward Workorder
v Order parts

+ Return order

+ Change status

» Appointment arranged
+ Cancel Workorder

+ New Comment

+ Edit Reference Number
» Print workorder

» Refresh page

[ Detail Views

v Call

» Messages

+ Customer

+ Product

» Spares order

» Workorder History
+ System History

v Invoice

[] search for Workorder ! Serial

Workorder / Serial Mo.
[ Adier
Enter the Serial No.
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g Forward Workorder - Fﬁ?su Technolagy Soluticns
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o [ ] )

Additional Information

| E
FUﬁTSU THE POSSIBILITIES ARE INFINITE forward workorder

Forward Workorder 995002281294

Forward to 2nd-Repairer

_ T-Business GmbH -
CD burning fails >

After click on <refresh> the work order status changes to “Forwarded”. The Service Partner/ Repairer is
displayed in the area “Solution”.

FUT?TSU THE POSSIBILITIES ARE INFINITE
I,

Home | Sulé‘g)‘oﬂl Logout

I+ WCH

i~ Field Service

i Technical guestion
i Ersin

i~ Translation Tool
. Export

= WCM News

> DIFS for WCM
»* Spares

** Reports

»x Settings

»> Customer

+* Help

Workorder Detail

Fujitsu Siemens Computers
GmbH

Response Time

Call Date i Workorder
21.09.2009 | 995002281294
Customer i Hame

Kandziora, Georg

! repair time

i Partner call number

i Product
{OWKKROT1111
Date of Carriage

i Current Status
! Forwarded
| ECS

| 2E220
| DIFS-Code

0 H] -
Service Type SP i Service Type Customer
Handling Fee Bringin

CURRENT VIEV: C A L 1 |

Condition
2 - Sporadic

| Symptom
i E - Removable drives / changer
i 2 -Write / burning-, read-error

2 - CD/ DVD-drive

i Action
U - Forwarded external with Spare

+ Return order
+ Keep Material
+ New Comment
+ Print workorder
+ Refresh page

[ Detail Views

» Call

» Messages

+ Customer

+ Product

v Spares order

» Workorder History
r System History

v Invoice

[] search for Workorder | Serial

Problem Description -
CD burning fails 1 Viorkorder / Serial No.

Workorder 995002281294 forwarded to partner | N5 =iness GmbH (995002281295)

Line ltems

Material

Material number Total
24014125 1

Material number Status Total

WTY.FLATRATE oK 1

Status

Proposed

Order No

RET-NO
-

price
8.00 EUR

RET ReturnCode KeepMaterial

O

1 Adler

Enter the Serial No.

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 F‘.T: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:

. [ Adler
Original Workorder: 9950022381294
Forwarded By: EDV-Vertrieh: | ldentnummer 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 Solutions E@u

| new workorder

FUT?TSU THE POSEIBILITIES ARE INFINITE

Pick up address

Preselect @ customer © pariner © Reset

Company
I Surname First Hame

1 Street

Address 2

County

Post Code Town

Country: Deutschland -
Phone
Date on  23.09.2009 O

Return Address

Preselect i @ customer © partner ) Reset

Company

Surname First Hame

Street

> [a—

|«

| »

1

-

" Vertrauenswiirdige Sites | Geschitzter Modus: Inaktiv #®100% - _:;I
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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.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout%

kel

-

=

==

kel

kel

-

="

kel

WCH

- Field Service

- Technical guestion
i Ersin

- Translation Tool

.. Export

WCM News
DIFS for WCM
Spares
Reports
Settings
Customer

Help

The original work order now can be claimed. Provided all return orders have been created of course.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Workorder Detail

Call Date i Workorder i Partner call number i Current Status
21.09.2009 i BO5002281294 i Forwarded
Customer i Name ! Product | ECS

ZL;‘E:' Siemens Computers . dziora, Georg YKKRO11111 2E220)
Response Time repair time Date of Carriage i DIFS-Code

0 ‘o i - :

Service Type SP : Service Type Customer

Handling Fee { Bringln

CURRENT VIEV: €A L L |

i Action
U - Forwarded external with Spare

i Symptom

| E-Removable drives / changer
: 2 - Write / burning-, read-error
i 2-CD/DVD-drive

Condition
2 - Sporadic

Problem Description
CD burning faile

Workorder 895002281294 forwarded to partner || 7-5vsiness GmoH [ sos002281205)

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

Proposed - |:|

34014125 1
Labour

Material number Status Total
WTY FLATRATE oK 1

price
8.00 EUR

+ Return order
» Keep Material
+ New Comment
+ Print workorder

v Refresh page

[ Detail Views

v Call

r Meszages

» Customer

+ Product

» Spares order

v Workorder History
v System History

* Invoice

[ Search for Workorder | Serial

Workorder / Serial No.

Home | Support | Logout %

bl

b

-

o

bl

bl

WCM

i Field Service

i Technical question
- Ersin

i~ Translation Tool

L. Export

WCM News
DIFS for WCK
Spares
Reports

Workorder Detalil

+ Reset To claim
+ New Comment

CURRENT ViIEW: C.A L L |

Please acknowledge: The Service Type is reduced to handlings fee.

Call Date i Workorder i Partner call number i Current Status
21.08.2009 | 995002231284 | ToClaim » Edit Reference Number
Customer | Hame | Product | ECS + Print workorder
- EomRUIETS  yandziora, Georg | YKKRO11111 2E220 + Refresh page
Response Time i repair time i Date of Carriage i DIF5-Code
0 ‘0 - : [ Detail Views
Service Type 5P i Service Type Customer + Call
Handling Fee - ¢ Bringln + Meszages

+ Customer

+ Product
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7. Annex

7.1 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

7.2 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.

7.2.1 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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Home | Support | Logout

This is helpful to get a first overview about all the existing work orders.

7.2.2 Status in specific work order

B Tl Service Calls (Assigned)
- ) N ice cal
Field Service ‘Workorder § SP-Ref: l:l Serial Mo | | RT: | | P e sErie oa
- Technical guestion
- Workorder 5| SerialMo. 3| Customer 5 Date 5 | RT 5| Status 3 | Call Number 5 ﬁ
. Transtation Tool 9OS002261169 | DMA&ADIIOM E‘;‘r’;zfe'fsmg;iH 21082009 0 AssionedFCo » Recuested (2)
£ - X v Rejected (9)
- Export Fuitzu Siemens B
T 295002261170 koNpoaoz1 (NS ETES 21.08.2009 0 AssignedFCo  Bssigned (15)
Fujitsu Siemens . v Qpen (200
995002281202 | YB2KM3004 25.08.2009; 48 AssignedFCO
=+ DIFS for WWiChi Co_rjanﬂe.rs GinkH 4 v In Progress (53)
s 995002281205 | YHJROD1010 E‘;’;mi’f:g;iki 25.08.2009: 0 AssignedFCo » DiLsle: Flatrate Calls (1)
» Repatts P v dvaiting Immediste Action (07
- 9as0n2281186 | vBRCOTOODY | | isW Siemens 25082008 0 AzzignedFCO )
= Settings Computers GmbH v Repair zuccessful (29)
=+ Customer 995002281201 | YE2K13003 E‘;’r';z‘:fe'fsmg;iH 25.08.2009; 48 AssignedFCO » Ta elaim errar (17)
== Help Fujits Siemens _ v Claim Wiarkarder (72)
S9S002201212 | W2KOOIOOS | TeRC TR 26082009 48 SssignedFCo + Valdation certer (42)
905002281211 | YKIKDOMOD4 | RS Siemens 26082009 0 AssignedFCo » WC Revised Claims (1)
Computers GimbH . .
= - v WC Rejected Claims (0)
995002281228 | YKINOD3011 | Volkammer, Mike 31.08.2009 0 AssignedFCo _ -
995002281229 | YSMTO18118 | ‘olkammer, Mike { 31082008 0 | mssigned + Replisd to Valdation center (3)
995002281240 | YKJRO0S521 | “olkammer, Mike 09092008 48 | AssignedFCo! » Claims accepted (5)
995002281242 | YHJNOD2000 | Wolkammer, Mike i 09.09.2008 0 | AssignedFCO; » Cancelled
jits i Closed
995002281261 | vyKEvoDians | | isd Siemens 16.08.2009 0 AssignedFCo b dnes
Computers SmbH
9950022681271 YHEVOD1308 E‘;’r';z‘:fe'fsmg;iH 16.09.2009° 45 AssignedFCO ] Search for Workorder / Serial
995002281277 | vKJNODao2s | | Wisu Siemens 18092008 0 AssignedFCO Wiorkarder { Serial Mo
Computers GmbH
[] Adler
Erdar Hha Cavial bl ]

Within a work order (work order detail) the current status of this specific Call is also shown:

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

¥ NCH

- Field Service

Erzin

- Expoart
=2 WICH fewes

-

=

DIFS far WiChd
*r Spares

== Reports

- Technical question

Tranzlation Taal

Workorder Detail

Call Date | Workorder
11.05.2009 | 995002281151
Customer i Hamme

Fujitzu Siemens Computers 2o

roduct

artner call number

| Current Status
. Order Confirmation
| ECS

| 2HMT4

v Repair started

v Update zervice type

» Order parts

» Return order

v Change status

v Appointment arranged
v Heep Material

cmiH hark, Robert OB 46890

Response Time repair time ate of Carriage DIFS-Code
1] (0 :

Service Type SP ervice Type Customer

Bringin ringln

v Cancel YWorkarder
* Py Comment

» 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
SPatCustomersSite 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

Page 114 /116
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7.2.3 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 Proposed S004919074 - - O]
34001173 1 Confirtmesd 2004999074 - ] - L]
SERY2200 1 Confirmed BO04515074 - - ]
34001173 1 Deszpatched 5004919074 B137467430 [ ] - L]
34001173 1 Feturned 2004999074 2137467430 - ]

Material number Status Total price

WY FLATRATE QIR 1 95.00 ELIR

7.3 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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Home | Support | Logout

FOWNCW

i~ Field Service

i Techrical question
i Ersin

i~ Translation Toaol
b Export

o W Meys

e DIFS for WWCh
- Spares

»* Repoarts

= Settings

» Customer

»r Help

Workorder Detail

Information:

Call Date | Workorder i Partner call number i Current Status
15.09.2009 | 995002281252 | Rejected
Customer { Hame | Product | ECS

2:’&3'_"‘ Siemens COMPUErS | oo detz, Christine | YHINDOZ023 {1Hz14
Response Time repair time Date of Carriage DIFS-Code

0 ‘o | 20.09.2009 10:34:08

Service Type SP Service Type Customer

Bringln | Callect&Return

Information

B2B Error:

BAPI claim creation error

The material 34023343 does not exist or iz not activated

CURRENT WIEW: MESSAGES [

Date i Author | Messages ! Information

17.09.2009 MR Errar Exception connecting partner system: WiCM. [; nested exception is:

175349 i Java netssl ELHandshakeEx ception: unexpected message)
34013937 -BT-2MD BATTERY LI-ICORK 3500MAH &C /

Helpdesk can send comments to you. But you can’t answer.
Your comments won'’t be forwarded to the Helpdesk.

7.4 Abbreviations of spare part data

v Mewy Commert
v Prirt workorder
v Refrezh page

[ Detail Views

+ Call

v Meszages

v Customer

+ Product

v Spares order

v Warkorder History
v System History

v Invaice

[] Search for Workorder J Serial
Wiorkorder f Serial ho.

[ adier

Enter the Serial o

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

flag.

For a warranty repair, SP will receive a credit.
Also limited warranty parts are marked with this

LSF:

Local spare part Flag

Spare part with local sourcing agreement with
FUJITSU Service Country Management.

RET

Spare part is returnable

FUJITSU.

E.g. the defective spare part has to be sent to

ECS

Error Code System
(Spare part fits to error
ECS field).

code, if it is ticked at

FTA

Fit To Asset

(Spare part fits to the asset (serial number)).

HDA

Help Desk Approval Process




