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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

Home | Support | Logout

3 B Service Calls (Assigned)
-~ Fizid Service Workerder /SP-Ref: [ | SerialMo. \ | RT:| |
i~ Technical guestion
i Ersin Workorder 5| SerialNo. 5| Customer 5 = Call Number =
i Translation Tool 995002281140 | YHJNOOI0OT E‘gfﬂmse';mg;z'_‘ 03.08.2008; 0 AssignedFCo
L. Export Fujitzu Siemens :
995002281161 | YKJNODI0OS 16.08.2009° 0 AssignedFCO Assianed (14
w5 O News ED.:NSE.'S bty : oSSIgI: 8)( )
wjitsu Siemens . + Open
s+ DFS for WoM 395002281169 | DMAADDI 001 21082008 0 AssignedFCO
or Computers GmhH v In Progress (551
= Spares Fujitzu Siemens .
s 295002261170 | viMOoa021 | e TR 21082009 0 AssignedFCO + Doutdle Flatrate Calls (0)
EpOrts " : v Aowvaiting Immediate Action (00
) o0sD02281204 | vBKoisopg | |tsu Siemens 25.08.2009] 43 A ssignedFCO )
= Settings Computers GmbH + Repair successtul (16)
= Customer 05002281205 YKUROD(O1 | |odtsu Siemens 25.08.2009; 0 AssignedFCO » Toclaim errar (17)
Computers GmbH Claim Workorder (69)
& Help Fujitsu Siemens . + laimorkarcer
ses002281196 | veBCOiOOn | (ATSCETEE 25.08.2008: 0 AssignedFCO + \aldstion certer (41)
905002281201 | yE2KD13003 | HsU Siemens 25.08.2009; 43 AssignedFCO + W Revized Claims (1]
Computers GmbH . .
r WG Rejected Claims (1)
905002281202 | YEOKD13004 | LHSU Siemens 25.08.2009; 43 AssignedFCO : it
Complters GmbH RL=R + Replied to Yalidation center (21
9as002281211 | ykowooiopg | OsU Siemens 26.08.2009: 0 AEsionedFCO * Claimss aecepted (3)
Computers GmbH
Fujtzu Siemens
sgsouze 212 | viakooons | AT 26.08.2009) 45 AssignedFCO

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 Partner Entry
Channel (PEC).

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 beginning 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 be 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 the SP orders less than 6 spare parts per Call and less than 2 pieces per order, the order will
automatically performed as “ADEX order” (“Advanced Exchange Order”). In this case, an order and a
return order will be created at the same time. In contrary to the normal order process where an order is
placed and later on a return order must be created additionally the ADEX process saves time, paper
work, accounting effort and reduce the accrued liabilities of the SP.

The SP will not receive an invoice or credit note, if the defective part is sent back within the deadlines for
defect part returns stated in Chapter 5.2.1.1 of the Maintenance Logistics Manual:
https://partners.ts.fujitsu.com/com/service/general/service-spares/manual/Documents/FTS-
MaintenancelogisticsManual EN.pdf

The only paperwork received is an “invoice” with amount of zero. This allocation document is for
information purposes and will not appear on the SP account. If the SP does not send back the defective
part within the deadlines for part returns stated in the Maintenance Logistics Manual a normal invoice
will be created after that time. If the faulty part is returned after the deadline period, a partial credit is
granted still and a credit note will be issued. For the valid terms and conditions please refer to the
Maintenance Logistics Manual. If no return takes place after the maximum return period defined in the
Maintenance Logistics Manual is exceeded, the return order will be cancelled. The Return Code CAN90
will be transferred to WCM. Therewith the claim 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 more than the number of spare parts mentioned in the previous chapter are ordered per Call, the order
is automatically a ship only order. Invoices will be created at the day of delivery.

For each material (N* and R*-parts) in WCM WEB return orders can be created within 30 days after the
repair start date, including order number, ordered material and returned material number. To insure full
material credit is granted, it is recommended to acknowledge the regional deadlines for part returns
which may be shorter than 30 days. Please refer to the deadlines mentioned in previous chapter.


https://partners.ts.fujitsu.com/com/service/general/service-spares/manual/Documents/FTS-MaintenanceLogisticsManual_EN.pdf
https://partners.ts.fujitsu.com/com/service/general/service-spares/manual/Documents/FTS-MaintenanceLogisticsManual_EN.pdf
https://partners.ts.fujitsu.com/com/service/general/service-spares/manual/Documents/FTS-MaintenanceLogisticsManual_EN.pdf
https://partners.ts.fujitsu.com/com/service/general/service-spares/manual/Documents/FTS-MaintenanceLogisticsManual_EN.pdf
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After 30 days the WCM WEB User only can set the Keep Material Flag to proceed with the Claim. See
below chapter 4.5.

If no return takes place after the maximum return period defined in the Maintenance Logistics Manual is
exceeded, the return order will be cancelled. The Return Code CAN90 will be transferred to WCM.
Therewith the claim will be forwarded to the Validation Centre to agree on the service flat rate.
Afterwards return orders can only, for special cases, be winded up by Spares Return Clearing
department.

1.1.7 Ship only order in the Partner Entry Channel (PEC)

Orders related to a Work Order should always be created in WCM.
If, by any reason, the SP wants to create an order in PEC instead of WCM there are some particular
handling instructions:

Basically: Warranty orders should always be entered in WCM.
In PEC 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.

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

ADEX orders:
For ADEX orders (return with replacement) a serial number and a Work Order number are necessary.

If parts are ordered in PEC instead of WCM, it is recommended to check the part fits to the asset. This
can be done by the “Translation Tool”. See chapter 1.1.8. 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)

FUI:ITTSU THE POSSIBILITIES ARE IMFINITE

- .
= OWCh Logln
b Lagin
L ECS Service - PartnerlD: | |
i Translstion Toaol Password: | |
Related Downloads Login
Fgrqg‘t oy passwgrd?
* entry info;
Endlizh

Or if already logged on to WCM WEB :

FUT?‘I’SU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

g Ui Service Calls (Assigned)
- Fleld Service Warkorder § SP-Ref: |:| Serial Mo I:I RT: I:I

i Technical question

L. Ersin Workorder 5| Serial Mo. 5| Customer 5
: i ! Fujitsu Siemens )
£ Translation Taal 995002231140 YKINDO300T o v GmbH |:|3.|:|8.:2|:||:|E|E 0 ;ixssugnedFt:c:uE

Lo Export

AAcAnAAGacd | e mnnoane | T UIESU SiEMEns Paoono annni o P P PP

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.

7 Uil Translation Tool Search L] Adter
i Field Service
i Technical guestion it | Sparepart List [Ll

‘. Ersin WM Account f Supportin: ] |

i Translation Tool Serial Mo . | |

i Export Iaterial number: | |

WM News Delivery Date: [ | [ tormat: DO Y

¥ DIFS for ¥iCh Date of first use: [ | O tormat: DD Y

** Spares Error Code (edit): [ |

* Reports Translation Tool: WSkt Translation Tool R4

= Settings "

w Customer Language Englizh v SEARCH

= Help

RES 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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FUT?TSU THE POSSIBILITIES ARE INFINITE _

Home | Support | Logout

3 g Translation Tool Search
Field Service Enter the Serial No.
Action: Material Check -

i Technical question

i Ersin WCH Account / SupportiD: |CCC 0 |

i~ Translation Tool Serial No.: [vmoo |

L. Export Material number: |SSCI1III| |

* WCM News Delivery Date: | | [ format DDMM Yy

»> DIFS for WCM Date of first use: | | D format: DD MK Y

I Error Code (edit}): | |

*» Reports TranslationTool: WCH Translation Tool -

e Language English - SE;—'xFECH
»* Customer

== Help

RESU L T |
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 Partner Entry Channel (PEC)

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

1.1.10 Standard Orders in the Partner Entry Channel (PEC)

If Standard orders are executed in PEC, the return order has to be created in WCM WEB or PEC with
declaration of order number, ordered material number and returned material number. The same return
deadlines and conditions apply as outlined for ship only orders in 1.1.6.

1.1.11 Orders for 4h Service Packs

Service Partners with additional agreement “High Availability Service” can choose additional delivery
options “High Availability Courier” or “High Availability Pickup” in PEC.

1.1.12 Data Consistencies of Related Systems

In order to ensure consistency of data available in PEC 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

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.
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FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

== WCHR
5 OCH Mesws
L Meswshoard

b

-

DIFS for WiChi
-

-

Spares

b

-

Repoarts

== Settings

-

=

-

Cuzstamer

=

Help

Newsbhoard

[] adier

Erter the Serial Mo

[] DIFS Decoder
Erter the Serial Mo
Erter DIFS-Code

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Hotme | Support | Logout

=

=

-

Lo

==

==

b

b

. et

- Freqguertly &zked Guestions

L Manuals

WYICH

T Plewys
DIFS for WiChi
Spares
Reports
Seftings
Customer

Help

Frequently Asked Questions

Kenwvords: | |

Al

Categary: SEARCH

Language:

c=res |

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

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Haome | Support | Logout

==

==

==

==

==

==

==

WA

WCK Mews
DIFS: far WiZh
Spares
Reports
Settings
Customer

Help

T

+e Frequently Asked Questions

Lo Manuaks

Frequently Asked Questions

Heywards: |repair SCOpe |

Al

Categary: Language: | Englizh SEARICH A

g=regg |

What does it mean "SP Repair Scope does not contain asset™?

You have no permizsion to repair the mentioned aszet. Therefore you receive thiz errar meszage and are not able to
create & workorder. In order to help your customer as guickly as possible, please contact your local Helpdesk to get a
WO opened and assigned to a Service Partner wwho has got the repair scope for the azset in question. If you wish the
settings to be changed, please contact wour Country Manager. “our Country Manager can updste your repair scope
azzignments, if this iz needed.

Did this entry help You?

es
Mo, Deant to cantact VWCM-Suppart .

If the answer was not sufficient, try another keyword or contact the WCM-Support by pressing the line
“No, | want to contact WCM-Support”.
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FUT?TSU THE FPOSSIBILITIES ARE INFINITE

Home | Support | Logoot

B

B

==

==

==

=

-

W

WICH Mewnes
DIFS for WiChi
Spares
Repaorts
Setting=s
Custamer

Help

- Freguently Ssked Guestions

Lo hanuals

Contact WCM-Support

Email Address |Test@user.ccum

Subject |repair SCORE

Emnail Text Dear YW Team,
aocording to the local FTS Service Manager the repair scope was adjusted already. Howewer | still
have problems to open & call for Amilo Motebook, Details pls find attached.
Best regards
Test User

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.

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

FUﬁ‘I’SU THE FPOGEIBILITIES ARE IMNFINITE

- .
5 e Login
b Login
i ECS Service - PartnerlD: | |
i Tranzlation Tool Password: | |
Related D load Liogin
FquDt WLy pagswnrd?
+ gntry info:
Endlizh

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

FUﬁ‘I’SU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

2 o Service Calls (Assigned)
# VNCM News Workorder § SP-Ref: |:| =erial Mo

== DIFS faor WiChd

Y A £ b -
 Spares Workorder 5| Serial Ho. ~ | Customer 5 | Date

*+ Reports 995002251161 YHINOOF005 Eﬂ:ﬁ?ﬁ'&ﬁ&; 18.08.20C
i  Fujitsu Siemens '
i Computers GimkH
Fuitzu Siemens

Computers GmbH

935002251169 Ciml2, 2001 00 21.05.20C

95002251170 W HJMO03021 21.08.20C
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2.1 Edit account settings

Users in countries with more than one time zone, can choose the right time with the <Timezone> button

3 - o . — - — —
& https:/fsecure.ts.fujitsu.com/WCMweb/include/Assistant/Assistant.Frameset.asp?WorkPage=settings - Fujitsu Tec... (/=21 =l

FUfiTsu

User Information

| | salutation: Mr -

|| First Name: - :
Surname: _
Department:

| Phone: +31

II Fax: |
Maobile:

[l Email:
Language: English

! (GMT-08:00) Pacific Time (US & Canada) -

|

|

il [ supportio: ]
new password:

I repeat new password:

| -

| < Er—
|

I|Fertig " Vertrauenswiirdige Sites | Geschiitzter Modus: Inaktiv G v H100% -
!—- b

Following countries can use the <Timezone> option today.

Australia
Canada
Russia
USA

In case of you don’t have the option, but it is necessary please send a request to the WCM helpdesk.
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To enter your PEC identification, you have to use button <Edit account settings>:

FUT’IJTSU THE PRSSIBILITIES ARE INFINITE

Home | Support | Logout

5+ wem | User settings

= User - Information » Et accound settrgs

2 DS for WM Support Ik » Ecil field service display
¥ Spares WCMACCount: » Edll inefems dispisy
N nm comean _
3 Setiog Salutation: W
L L settings First Hame:
— AR TEATTIRE

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

In the next window you have to enter your PEC-ID and your password:

|
FUT?‘I’SU THE FOSSIBILITIES NRE INFINITE

Wiehsphere Password

WehbSpherelD: I- |

Password: | |

Repeat password: | |

Cther Users

Surname First 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 POSSIBILITIES ARE IMFINITE | edit field service dlsplay

Edit field service display

1. Column | Wiorkorder
2. Column | Serial Mo,
3. Column | Company foustomer
4. Column | Date
5. Column | RT
. Calumn | Statuz
7. Column | Sall Mumber L
Mo allocation

Wiorkarder

Preview: Serial Mo.

Prociuct " 5
Workord Company { Customer Company / Customer Status Call Number

9950000000 Custamer § Comparry { Testfirma 1 PO 012005 | 45 | Reguested § Myinernalr
Status
EC=
Date

Customer ST
Towwn
Country

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.

FUT?TSU THE POSSIBILITIES ARE INFINITE

| edit lineitems display

Darstellung Ersatzteilliste andern

1. Column
2. Column | Total
3. Calumn | Status
4. Calumn | Croder Mo
5. Calumn | RET-Mo
. Calumn | RET
7. iZolumn | ReturniCode
8. Column | Keephiaterial L
Mo allocation

Material number
Article Code
Type

Total

price

Custamer

RET Status Order Ho RET-Ho RET ReturnCode KeepMaterial
L=F Froposed (ErrorFitFault) SO00E1 6330 5131551505

Orclerfowy
Status
Qrder Mo
RET-Mo

Preview: L

Lineltems
Material
Material mi
2101711

ReturnType
FeturnCode
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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 Parther 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”.

| .
FUﬁTSU THE FOSGIBILITIES ARE INFINITE sSUpervisor

edit employee

200 Sascha diinchen

view workorder: own location .

create Workorder: | own location M

rework Workorder: ‘ o location M
- order spares: ‘ owh location M
- propose Spares: ‘ owh location M
- Return order: ‘ o location M

- ToClaim: owh location VI
Validation Center:

201 Daniel Mannheim
view workorder: owh location .
create Workorder: no rigght
just owen calls
rework Workorder: owen location
. all locations

- order spares: [T T T

- propose Spares: ‘ owh location M

- Return order: ‘ owh location M

- ToClaim: | owhn location [VI

Quit 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

Page 17 /128

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.

FUﬁTSU THE POSGIBILITIES ARE INFINITE

Home | Support | Logout

o WChT

Service Calls (Assigned)
Wiorkarder [ SP-Ref: I:I

Serial No. 5

i Field Service Serial Mo

b Technical question

Customer 5
i Fujitsu Siemens

Waorkorder 5

i Ersin

b Translation Taol sgan0z28tiel  vinonsoos oSl R | 18.08.2008 0 | AssignedFCO

<P 995002281169 | DNAAODIONT | E“’“S‘:ns'emgniH | 21.08.2009 0 - AssignedFCO:
T WICM News LrpLey = Lo
o OIS o ] 995002281170 | VIINOD3021 | Ef;;‘:fe'fsmgr“niH | 21082000, 0 | MssignedFCO.

v Mew service call

v Requested (00
v Rejected (5)

v Azsigned (12)

v Cpen (18]

b I Procress 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
i Field Service
i~ Technical guestion Call Date | Workorder i Partner call number i Current Status
b Bl 18.08.2009 | 995002261161 | AssignedFCo
; ) Customer | Hame roduct P ECS
# Tranzlation Tool Fuitey Si Comit : :
: ujitzu Siemens Computers | )
i Export GmbH Kandziora, Geaory HJMOO3008 SEEN4
= WCH Rlewes Response Time repair time ate of Carriage DIFS-Code
* DIFS for WWCH o 0 :
- Service Type SP ervice Type Customer
[ onsSite ! Oniste
»= Reports -
B SEilge CURRENT vIEw: AL L |
= Customer
» Help ECS
Condition i Symptom  Action
5 - During start g |3 - General {4 - Hw-Repair with Spare
§ W - Other
|- Cther

Problem Description
Test Bestellungen

Fco Description
"FCO: TEST ZRA M

*

v Accept workorder

v Reject workorder

v Mewy Comment

v Edit Reference Mumber
v Print wiorkorder

v Refrezh page

[ Detail Views

v Call
v Wessages

v Custamer

v Product

+ Spares order

v Wiorkorder History
v System History

v Irvoice

[ Search for Workorder ! Serial
Wnrkorder | Serial Mo,

[ adier
Enter the Serisl M.

Line ltemns

Material
Material number Total
34012718 1

Status
Proposed

Order Ho RET-Ho RET ReturnCode KeepMaterial

o g
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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.

FUﬁTSU THE POSGIBILITIES ARE INFINITE
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Home | Suppoart | Logout

* TR

i Field Service

i Technical guestion
i Ersin

i Translation Tool
Export

WK Mevwes

»x DIFS for WChi

== Spares

=+ Reports

Workorder Detail

v Accept workorder

v Reject workorder

Call Date | Workorder i Partner call number i Current Status
18.08 2008 | 995002281161 | AssignedFCo » New Comment
Cugtomer | Hame | Product {ECS v Eclit Reference Mumber
2:’;3_‘" Siemens Computers Kandziora, Georg YKJNOO3008 5G4 » Print workorder

v Refresh page
Response Time i repair time i Date of Carriage i DIFS-Code
" o
Service Type SP | Service Type Customer [] Detail Views
OnSite | OnSite v Call

: v Messanes

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 POSEIBILITIES ARE INFINITE

Home | Support | Logout

WS

i Field Service

i Technical guestion
i Ersin

i Tranzlation Tool
E:xport

== WICH Rlewys

#r DIFS for WiChi

»x Spares

Next window:

Workorder Detail

v Accept workorder

FUﬁ"I”SU THE POSSIBILITIES ARE INFINITE

Call Date | Workorder : Partner call number i Current Status » Reject workorder
18082009 | 9500228116 | MssignedFCO » Mews Comment
Customer | Hame roduct | ECS v Edit Reference Mumber
(F;L::LS: Siemens Computers Kaniziars, Gearg N300 cess \ Brint woarlorder

v Refresh page
Response Time ; repair time ate of Carriage i DIFS-Code
i ‘o f
Service Type SP ervice Type Customer
Onzite { OnSite v Call

| accept workorder

Accept call
Accept call?

order sparesT

mccapt FOO?

Partner call nisniber;

FCO-Deszcription:
"R TEST £RAC

®ves Do

| 20 characters avalable

@‘r’cs GND
®ves Ona

B cuit

[“ Back

Click on <Next> to proceed.

"uN.emt

(B Finish



Service Operations [1ssue: May 2014 |WCM WEB User Manual — Warranty Claim Management Tool Page 19/ 128

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 | Logout

i e Service Calls (Assigned) L] Actions

b Field Service Warkarder f SP-Ref: I:I Serial Mo.: RT: |
# Technical question

b Ersin Workorder . Serial Mo. . Customer 5 . . . . Call Number 5

b Translation Tool 995002281161 . YKJHOO300S L VoU SIEMENS 45052009 0 | AssignedFCO. » Recuested (1)

| Computers GmbH
| Fuiitsu Siemens
i Computers GmbH

» Rejected (5)
v Azzigned (121

b Export
== WCH Meves

95002251163 Dbl 001 001

21082008 0 AssignedFC

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

Serial Mo |

CallDate: 01,09 2009 E hiour: | 18 . [rinute; 43 :

Qi Back E Finish

Click on <Next> to proceed; system and warranty information as stored in ADLER will be displayed.
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new workorder
FUﬁTSU THE POSSIBILITIES ARE IMFINITE
FEDSO3Z205
@ product information . .
Serial Ho.: YHDS035205 Warranty code: FSP:GB3S00005880:5
Product: i ESP E3510 #C20 EFI00/2GRDNYD .
SLPERMULTI warranty owner: GBR
Article Code: WY E3S10PPAGT GE warranty group: BODS
Delivery Date: 02.12.2008 warranty description: 3 years On-Site Service, 3x9,
fovalid in E Afri ol Wiclcdl
Activation Date: - |04.01.2008 oy R, R A
Additional Text: - @
@ customer has paid for Service to be provided at Fujitsu Technology Solutions
BxpENnSe

On Site: 04.01.2012  On Site: On Site: 04.01.2012  On Site:
From 04.01.2012  Collect and Return: From 04012012  Collect and Return:
customer: customer:
To customer: 04.01.2012 Desk-To-Desk: |:| To customer: 04012012 Desk-To-Desk: |:|
Work: 04.01.2012  Door To Door: D Work: 04.01.2012  Door To Door: D
Material: 04.01.2012  Return To Base: D Material: 04.01.2012  Return To Base: D
Response . Response .

H W . W
Time: il Bringin: Time: il Bringin:
repair time: 0 Material: repair time: 0 Material:
Service Type: | onsite M Service Type: | onsite M

\

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 POSSIBILITIES LRE INFINMITE

YEDSO3S205

Search customer

Customer 10z
Company:
Surname; @
First Hame:
Town:
Create néw customer: ]
L |
FU]TTSU THE POSSIBILITIES ARE INFINITE new workorder
WHDSOEEZ05

Customer Details

Test SA

) south’s africa street 1 (B ew Contact
12345 Preforia
Testmader Test

)  Bygm Ukich-Str. 100 IE dit Coritact | [Eil-.-"\llzcr‘qcl
66159 Augshurg
Fuizu Shemens Computers GmbH

fest Now2 .
lew Contact
O Giavecker Strante 7 [Bew Contact |

40472 Dii=zsaldort

R T W T ]

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 INFINITE

WHDE0IE205

Search customer

Customer ID:

Company:

First Hame:

Surname: | |

Town:

Create new customer:

Click on <Next> to proceed.
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FUT?TSU THE POSSIBILITIES ARE INFINITE
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| new workorder

Salutation:

Title:

Company:
Surname:

First Hame:
Department:
Street:

Post Code, Town:
Country:

Phone Private:
Phone Business:
Fax private:

Fax business:
Mobile:

Email 1:

Email 2:

accessible under:

YRDS033205

Hew Customer

|Gadietz

|Christine

|Mies-van-der-ﬁnhe-ﬂ‘trasse o]

|a0a07

| |MUI‘|ChEI‘|

| Deutzchland

|nB952525252

05952626262

Quit

“Warning list” check is opened:

oCAT EDV Vertriebs und Software GmbH

Datei  Bearbeiten  Ansicht  Favoriten  Extras 7

ujitsu Technology Solutions

@ Q = |E| http://abgsalba/wemwebnext/index.asp?LeftNavSelltemlD=0-1&L eftNavSelParentitemID=C0

~[ 4 [ x| Googte 2|
Mo v = V@SeREV{@Eﬁlasv»

@ @ -

Export Monitoring - Warning List

SCHNEIDEREERIEE]
SCHNEIDEREell=E]

42908
42929

WERMELSKIRCHEN
WERMELSKIRCHEN

Y'es, the customer is registered in the sanctioned parties list

No, the customer is not registered in the sanctioned parties list.

- | —
& new workorder - Fuj\'tsu‘Tedmulogy Solutions L':' | =l ‘ 22 J
new workorder
FUjiTsu
YKJRD31422

Windows Internet Explorer

% ]

[T

You have specified that the customer is in the Sanctioned Parties List.
You must not send information to this customer and you must not
raise a Work Order.

I you proceed anyway, please note that you act on your own
responsibility.

This is an illegal act and may cause penalties against You and Your
Company.

For more information please contact:
Georg Schmidt

phone: +43 (821) 804 2481

email: Georg.Schmidt@ts fujitsu.com

|httpcf;’abgsa16a;'wcm\n i
\

+/ Vertrauenswiirdige Sites | Geschitzter Modus: Inaktiv ,100%

-

kil

[ =

re GmbH (WcMAccount: [N

[] Actions
+ New service call

[] status

» Requested (18)

+ Rejected (32)

» Assigned (19}

» Open (20)

+ In Progress (75)

» Double Flatrate Cals (2)

» Aweaiting Immediate Action (0)

umber 3

m

» Repair successful (46)

» To claim error (5}

¥ Claim Waorkorder (48)

» Validation center (9)

+ VC Revised Claims (5)

¥ VC Rejected Claims (4)

» Replied to Validation center (2)

+ Claims accepted (20}
+ Cancelled
» Closed

[ Search for Workorder | Serial

Workorder / Serial No.

TVeLZ 160088 Techno ogy 110220110 0 i AsslgnaE’FCO

[] Adier

© 2011 Fujitsu Technology Sclutions | Imprint

Privacy policy | Terms of use
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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. Georg Schmidt, phone: +49 (821) 804 2481, e-mail: Georg.Schmidt@ts.fujitsu.com

Processing of the Service Call is now blocked until further clarification with Export Control Department.

Then the Customer ID will be created:

| new workorder

FUﬁT’SU THE POSSIBILITIES ARE IMFINITE

WRDE0ZE205

new customer number .
Customer: i Gadletz, Chriztine

Customer ID: E 2302018372

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 organizations.

Search customer

Customer ID: |

Company: |

|
|

Surname: |Gadletz @ I [ —
|

FUﬁT First Hame: | |

Town: |r-.-1L'Jn|:hen
Create new customer: |:|
Mies-van-der-Rohe-Strasse 8 (D dit Contact | [QMew Contact |

0807 Munchen
Fujtzu Siemens Compuiers GmibH

Gadletz Christine =
() Eonoee [B¥ew Corsact

| new workorder

FUﬁTSU THE POSEIBRLITIES ARE INFINITE

@ Location
Migz-van-der-Fohe-Strasse ©

YRDE0ERI0S5

0807
O Minchen
Deutachland
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|
FUI]TTSU THE POSSIBILITIES ARE INFINITE new worko

WHDE03E205

Salutation:
Companmy:
Surname:
First Hame:
Departmeni:
Street: Mies-van-der-Rohe-Strasse §

Post Code, Town: f0E07 MUnchen@

Country: Deutzchland

[v]

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. Georg Schmidt, phone: +49 (821) 804 2481, e-mail: Georg.Schmidt@ts.fujitsu.com

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

FUﬁTSU THE POSSIBILITIES ARE INFINITE

THDS0EE205

Information
Condition

Error Code edit| h

mandatory
field

Problem Description:

350 characters avalable
service partner reference

nsmber | 20 characters available
order spares ®ves Ono
'€ Error Code System - Fujitsu Technology Solutions uw
Condition Symptom Action
0 - Failz from initial power on A, - Battery / Aiocu 1-CPU 0 - Mo Defect Found / Functional Check only
1 - Always [during processing) B - Board # Ram # internal 10 2 - Memory / cache 1 - Explanation to custormer
2 - Sporadic C - Communication / external [0 3- Clock / timer 2 - Re-adjust cabling
3 - Under high Load [ - Digplay # ¥ideo 4-Fan 3 - Ship customer replaceable unit
4 - During mechanical adjustment/maovement E - Removable dives / changer A - PCMClA 4 - H'w-Repair with Spare
5 - During start up G - General B-15A 5 - Hw/-Repair wo Spare
& - During switch off H - Hard disk C-PCl B - System exchanged
7 - During Standby mode K. - Input device [ -FCle T - Hw-Repair and info to Partner
8 - During Configuration/lnstallation M - Mon technical E-IDE A - 5w/-Feload
9 - Environment - ibration P - Power / Chassis F-SaTa B - SWw/-Update
A - Environment - Cold R - Digk arrap / RAID G -5CSI C - BIOS ffirmware update
B - Enwvironment - Hot S - Software / 05 J - Carinector [ - Driver Update
C - Environment - Wt T - Sound / Audio L-AGP E - Wiz removed
[ - Ervvironment - Dusty Z - Security ¥ - Other an system board F - Operating Systemn reinstallation
E - After H'w uparade J - ConnectordJumper re-fitting
F - After S'w'/Driver/05 update I - Customer Application support
G - Damaged / diopped M - Modification requested by manufacturer
* - Mot Applicable / unknown 0 - Mo function recogrizable 0 - Defective Spare
1 - Emor meszage F - Cost estimate
[ - Driver prablerm [detail in commentz) - Return to custarner without Repair
M - Mechanical problem R - Modification requested by Servicepartner
W - Wwarning message (detail in comments) 5 - Forwarded external
¥ - Other T - Forwarded intermnal
. - other

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

FUﬁTSU THE POSSIBILITIES ARE INFINITE

TEDEOZRZ05

Information
Condition Symptom Action
1-Alvways (during processing) B-Board J Ram Jinternal 10 d-HM-Repair with Spare
1-Ervor message
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 1 paas5 14 characters available
order spares @‘r’es O‘ND

Quit £l Back O Hext | (B Finish

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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FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

If a Field Change Order is assigned, the status

% WCM .
¥ changes to “AssignedFCO” .

i~ Field Service » Accept workorder

- Technical question » Reject workorder

- Ersin 912/2009 | 995002281237 | AssignedFCO » New Comment

2 Customer Name i Product i ECS » Edit Reference Number

- Translation Teol H |

X i YK28001945 i 1EM24 » Print workorder

- Export Response Time i repair time | Date of Carriage i DIFS-Code » Refresh page
*» WCM News 24 0 i i
*» DIFS for WCM Service Type SP Seryice Tune Ciistamer

OnSite 24h perf e Ons . . i K
# Spares et "™l Brief Field Change Order Information, e.g. with
* Reports reference to related FTS Service Bulletins
2+ Settings CURRENT VIEW: CALL
appear.
*» Custemer
»» Help Condition i Symptom
1 - Always (during precessing) | E-Removgdfe drives / cl
i M- MechAnical problem

7 DVD-drive

» Invoice

Problem Description
DVD not working

Fco Description
FCO: 2008-013 / RX100 S4 mainboard VR-issue, FCO Clge€ A1

Specific Spare Part Proposals are added.

Line items

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

Material number

84003514 Proposed

34011474 Proposed

1)FCO failure is identical with requested Work Order
2)the requested service type already covered on site

’ Enter the Serial No

0.00 CZK

Material number
WTY:WORK_FCO 0.00 CZK

0.00 CZK

® 2008 Fujitsu Technolegy Solutions | Imprint | Privacy policy | Terms of use

FUﬁTSU THE POSSIBILITIES ARE INFINITE

| accept workorder

The Work Order only can be accepted in total.

Accept call? ®vyes Ono

Partner call number: | | 20 characters available

arder spares? ®ves OMo

accept FCO? ®ves Ono

FCO-Description:

"FiTOn A ke_\,fbu:uard metal plate has to be M The field change order added by FTS has to responding. Thiz FCO does not
apply to shipment of CRU parts " be accepted from the SP again.

The order can only be accepted in total.
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2
FUI”’SU THE POSSIBILITIES AR| 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 wzre suggested for thewas

Material nzinber Description Warranty LSF RET ECS FTA quantity

34024372 O O O d 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”

Page 29/ 128

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.

FUﬁTSU THE POSGIBILITIES ARE IMFINITE

Home | Support | Logout

5l Workorder Detail Wz
i Field Service + New Comment
i~ Technical question Call Date | Workorder i Partner call number | Current Status » Print viorkorder
‘. Ersin 16.08.2009 95002281259 | Rejected » Refresh page
; ) Customer ame i Product i ECS
i~ Translation Tool N X : .
b Export Eﬂ'ﬂm’ Siemens Computsrs . aziora, Georg | YKEV001302 2131
= WCM News Response Time epair time Date of Carriage DIFS-Code > Call
0 ‘0 . : + Messages
=+ DIFS for WCM : : k
- Service Type SP i Service Type Customer + Customer
e CRU (repairable) { CRU (repairable) + Product
B Hends » Spares order
e Settings I The Field Change Order » Workorder History
3 Customer B28 Error: requires a technician is » System History
CRU rejected - FCO pending - contact Help Desk 4— ; .
* Help : pEnene ’ involved. You can open a * Invoice
CURRENT VIEW: CALL new Work Order, change
! the SerVice type to on Site [ search for Workorder | Serial
_ or bring in and retry or Workerder / Serial No.
Sonamen ymetem contact the Helpdesk.
- =poragic - Input gevice
| 3- Key stuck L] Adler
L
Problem Description
Key T stuck

Order No RET-Ho

Proposed -

RET ReturnCode KeepMaterial

o - O

Material number Total Status
34003821 1

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

@ new workorder - Fujitsu Technolﬁ: Solutions | 4
I
FUﬁTS% THE POSSIBILITIES ARE INFINITE new workorder

YHEWD0D1202

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

There iz a FCO of Type A! This will prevent the creation of a CRU workorder.
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FU]?TSU THE POSSIBILITIES ARE INFINITE |_

Home | Support | Logout

% wew Workorder Detail
i Field Service v Accept workorder

i~ Technical question Call Date i Workorder i Partner call number | Current Status * Reject workorder

b= o 16.09.2009 | 995002281260 | AssignedFCO + News Comment

g ) Customer | Name ! Product L ECS v Edit Reference Number
i Translation Tool N ) : : : )

— Fujtzu Siemens Computers Kandziora, Georg VKEV0D1302 K314 + Print workorder

oI GmbH
i o X + Refresh page
== WCM News Response Time repair time Date of Carriage : DIF5-Code
0 ) Pl
=+ DIFS for WCM H H H -
s Service Type 5P | Service Type Customer [] Detail Views
res N
= Bringln ¢ Bringln » Cal
# Reports + Messages
B S CURRENT VIEW: CALL » Customer
** Customer + Product
»r Help " . + Spares order
Condition i Symptomn i Action

+ Workorder History

2 - Sporadic K - Input device i 4 - HW-Repair with Spare .
3 - Key stuck H + System History
v Invoice

i 1- Keyboard [

The status is changed and the

Sroblem Description FCO information is displayed.

Key T stuck

[ search for Workorder ! Serial

Workorder / Serial No.

Fco Description
FCO: In caze of inztable 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.
Line ltems:

Material

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

34003821 1 Proposed -

Labour

Material number Status Total price

WTY FLATRATE oK 1 0.00 EUR

As usual, subsequently the Work Order with the assighed 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”

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

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

[ @ new workorder - Fujitsu Techn‘élog'y So?ut'll;.ns - . Teasw. - » ‘ E@Iﬂ
o) | new workorder B
THE ¥ i
FUJITSU Opening Work Order
request with serialnumber ara1o0m0

product informa e Tl

Serial Ho.: YKZK019050 Warranty code: FSP:GL3BO0O0ONBS
Product: LB 57110 SXGA+ /C- warranty owner: .
i TZ300E/512ZMBICD-RW_
Article Code: | LKN:RUS-210100-001 warranty group: | MBS l
Delivery Date: 31.08.2008 warranty description: 3 years bring in service Global
FYETE i Limited

Activation Date: 04.10.2006

Additional-Text: i ' |

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

m

On Site: - On Site: Ol | on site: - On Site: ]

From From

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

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

Work: 04102009 Door To Door: O | work: 04102009 Door To Door: O |

Material: 04.10.2008 Return To Base: O Material: 04.10.2009 Return To Base: O

Response . X 7 Response . X 7

Time: 1] Bringln: Time: 0 Bringln:

repair time: o Material: repair time: 0 Material: :

. R - . 3 - = - W -
Service Type: | CRU (repairable} @ new workarder - Fujitsu Technology Solutions 4 Wesw - » ’ e=11
i 2 | new workorder
[ auit FU“‘I’SU THE POSSIBILITIES ARE INFINITE
Fertig
YH2K0 19050

The following FCO have been found for YK2K019050:
# FCO: A keyboard metal plate has to be added according to SB-M-09024 in order to avoid that the J key is not responding. This FCO
does not apply to shipment of CRU parts.
Material involved:
1. 34024372 MET KB SUPPORT PLATE S7110

The FCO Material will be added automatically after workorder cr!ﬁ.h_m" g !is FCO will be ignored in caze of CRU.

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.

Qe | Finish
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ﬁ new workorder - Fujitsu Techr:;log-y Scruti;s . “l-_- - - - E@g

| new workorder | M

FUT’['I"SU THE FPOSSEIBILITIES ARE IMFINITE

YHZH012050

B
| Serial Ho. i W KZKO01 9050 | -
Problem Description
Partner call number :
Error Code Condition Symptom Action
5 - During start up P - Power / Chassis 4 - HW-Repair with Spare
0 - Mo/ parthy voltage
X - Other
Problem Description battery not loading -
customenrawish CRU (repairable)
Service to be provided at
Fujitsu Technology Solutions CRU (repairable}
expense
Delivery Comment standard
Delivery address microCAT EDW Wertriebs und Software GmbH =
Daniel Stinner
Cberanger 40-42
80331 Munchen
Spare Parts
Material number Warranty CRU RET ECS FTA quantity
22039520 ;g;l'— 2ZND BATTERY UMM (SCELL 3300MAH) J FUJ.CP251545- [ [ [ 1 L
o

Quit [ Back Ol Mext Finish

Fertig o Vertrauenswirdige Sites | Geschitzter Modus: Inaktiv L 100% -

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

FU[TSU THE POSSIBILITIES ARE INFINITE |_

Home | Support | Logout

# Workorder Detail

i Fleld Service + Repair started
i Technical question Call Date . Workorder | Partner call number 4 urrent Status * Update service type
L TeT 16.08.2009 | 995002281268 | Open » Order parts
Transiation Taol Cu.stomer : Name Product ECS »Change status
b Expor EUJILS; Siemens Computers | Kandziors, Gearg vEaKI18050 | sPoxa + Appointment arranged
" | : » Cancel Workorder
= WCM News Response Time : repair time ; Date of Carriage i DIF5-Code
1 1 : : + New Comment
= DIFS for WCM ; i - : ;
DE Service Type 5P Service Type Customer » Edt Reference humber
reg :

- CRU (repairable) { CRU (repairabke) » Print workorder
*» Reporis + Refresh page
 Settings

CURRENT Vv C A L L |

» s

ECS

= Help » Cal
Condition : Symptom Action
: i + Messages
5 - During start up P - Power/ Chassis i 4-HW-Repair with Spare
¢ 0-MNof partly votage ! » Customer
i X-Other i + Product

v Spares order

Problem Description + Workorder History

battery not loading » System History

» Invoice
Material number Total Status OrderNo  RET-No RET ReturnCode KeepMaterial
28038520 1 - U - U

Labour

it mmoer s o = Do
WTVFLATRATE - OK ! L.00EUR Enter the Serial No.
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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 Work Order request already and subsequently is processed by the selected service

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

g new workorder - Fujitsu TechrEIDg*y Solutions - .'1 eew - ®

(SR

[«

| new workorder
FUﬁTSU THE POSSIBILITIES ARE INFINITE
YHEWVI01328 18
-
The following FCO have been found for YKE8V01328:
s 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.

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

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

5w Workorder Detail
i Field Service v Accept workorder
i Technical question Call Date i Workorder i Partner call number i Current Status » Reject workorder
b T 16.09.2009 | 995002281271 | AssignedFCO + New Comment
8 . Customer i Mame i Product i ECS v+ Edit Reference Number
i Translation Tool B Comput : : ; i
‘. Export pllsy SIEMENS EOMPUIES. | Kandziora, Georg | YKBV001308 Csm124 » Print workorder
+ Refresh page

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

42 ] . :
» DIFS for WCM : ! : _—
e Service Type SP Service Type Customer [ Detail Views

S OnSite 48h performance { Onsite 48h performance v Call

* Reports v Messages
A B CURRENT VIEW: CALL » Customer
= Customer + Product
= Help " - v Spares order

Condition Symptom i Action \arkorder History

5 - During start up i B-Board/R . .

1-emormes] The status is changed and the FCO stem History
- 2-Memory/{ - jnformation is displayed. oice
Problem Description e earch for Workorder | Serial
Not encugh RAM detected while booting
' Workorder / Serial No.

Fco Description

FCO: In case of instable system function, speradic 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.

[ Adler
Enter the Serial No.

Line Items
Material
Material number Total Status Order Ho RET-Ho

Proposed - - D

34008511 1

Labour
Material number Status Total price
WTY:FLATRATE oK 1 8720 EUR

RET ReturnCode KeepMateriall

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 Work Order

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
information 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 Work Order 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

Work Order 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 Work
Order Details an Additional Information line is displayed to inform the Service Partner the SNR of the
defective and the SNR of the replacement system need to be recorded in the subsequent WCM claim
process.
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FUT?‘I"SUI’IE POSSIBILITIES ARE INFINITE |_

Home | Support | Logout

¥ WCH Workorder Detail (Dopcions

Fek Servce [overview |
- Technical question Call Date | Workorder i Partner call number | Current Status + Update service type
. Ersin 18.03.2009 | 805002270113 ' | Open v Order parts

. Customer | Hame | Product | ECS + Change status
- Tranglation Tool B X : : | :
T E“":;_L" Siemens COMPUEIS - dziora, Georg | vKeTa01 709 L ame » Appaintment arranged
m H H H r Cancel Workorder

= WCK Mewes Response Time | repair time . Date of Carriage . DIFS-Code

v Mew Comment

1] 0 ' - .
L .
Service Type SP : Service Type Customer » Boft Reference Number
# Spares OnSite | nsite » Print workorcer
¥+ Reparts + Refresh page
= Seftings
# customer [] Detail Views
s Help Additional Information {SYWAP): v cal
SWAP Process: Hote Serial Humbers for warranty claim entry —— + Messages
v Customer
» Product
Condition | Symptom | Action + Spares order
3 - Under high Losd : B - Board § Ram [ internal 10 : 4 - H-Repair with Spare v Wiorkorder History
11 - Error message |
VT -CRU | » System History

v Invaice

Problem Description
Bad performance under high oad. [ Search for Workorder / Serial

Wiarkarder J Serial Mo

Line tems

Material Sl
Material number Total Status orderhHo  RET-Ho RET ReturnCode i il
FE006712 1 Proposed - - Erter the Setial Ma.

Material number Status Total price
WTY:FLATRATE Ok 1 11800 EUR

SNR entry of replacement system

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

‘& Workorder to claim - Microsoft Internet Explorer M

| workorder to claim |

FUT:['TSU THE POSSIBILITIES ARE INFINITE

Change status
Change status to; To Claim

Please enter the serialnumber of the defect asset:

Call Eritry ShR®:
WHETOO1 704

*HOTE:
Flease 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 SMR here.

After confirmation by pressing the button Finish, a second entry is opened. Here the serial number of the
Replacement System is required.



Service Operations [1ssue: May 2014 |WCM WEB User Manual — Warranty Claim Management Tool Page 37/128

] Workorder to claim - Microsoft Internet Explorer =gl O m
|

workorder to claim |

FUT?TSU THE POSSIBILITIES ARE INFINITE

Change status
Change status to: To Claim

Please enter the serialnumber of the defect asset:

Call Entry ShR*:
HHETO01 709

*HOTE:
Plesse 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 SMR here.

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

Replacement SRR (CSMAPT:
(YETO01714] |

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

Trace the swapped system

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

TN

i Field Service

i Technical guestion
b Ersin

i~ Translation Taol
Export

i WCH Metnes:

== DIFS fior WWiCh
¥ Spares

»» Reports

= Settings

v customer

»r Help

Workorder Detail
Call Date | Workorder \ Partner call number \ Current Status
18.03.2009 | G0500227013 ; ! TaClsim
Customer | Hame ! Product | ECS
Fuiitsu Siemens Computers - vriors, Gearg | YKETO01 700 | 3E114
GmbH ; ' !
Response Time | repair time | Date of Carriage ! DIFS-Code
] ' V- !
________________________ e
Service Type SP - Service Type Customer
CnSite | OnSite

CURRENT vIEwy: AL |

Additional Information (SWAP):

Call Entry SHR: YHETO01709

Replacement SHR (SWAP): YHETO01714 W —
Information:

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

Condition
3 - Under high Load

| Symptom

| Action

i B - Board / Ram finternal 10
1 - Error mezsage

i 4 - H-Repair with Spare

v 1-CRU

Problem Description
Bad performance under high load.
Fized by exchange of blade.

Line ltems

Material

Material number Total
38006712 1
3E006712 1
3B006712 1
JE006712 1

Status
Propozed

Order Ho RET ReturnCode KeepMaterial
BO04B49001 - - O

004543001
S004E49001
S004543001

Confirmed
Deszpatched
Returned

- - |
137126823 . O
- O

1371 26823

Material number Status Total price

+ Reset To claim

v Mewy Comment

v Edit Reference Mumber
+ Print wweorkorder

v Refresh page

[] Detail Views

v Call

b Meszages

+ Customer

v Product

» Spares arder

v whiorkorder History
v System History

v Invioice

[] search for Workorder | Serial
Wiarkorder | Setial Mo

[ Adier
Enter the Setial 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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FUﬁTSUTIEPIESISII.ITIHIMIIFIIII'I |_ |

Horme | Support | Logout

: i Workorder Detail e

v Claim Workorder

Field Service
i Technical question Call Date : Workorder . Partner call number | Current Status v Repair failed
L. Ersin 25032009 : 995002270143 : : RepairSuccessful + Update service type
: . Customer Hame Product ECS + Repair successful
i Tranzlation Tool B X H : :
p— Fuisu Siemens COMPUErS 1y noiziora, Georg YEBLO22326 20316 » Oreler parts
X0l zmbH
- B o B R : + Return order
= WK Newws Response Time 1 Tepair time + Date of Carriage i DIFS-Code

+ Heep Materisl

= DIFS for WCh L el .
Service Type SP i Service Type Customer Claim EntW SNR | Cancaliorkorder
¥ Spares Door to door E Door to door narmed by clistomer J Mew Comment
»x Repors Iut the He|p Dieslt.  Edlit Reference Mumber
¥ Seflings CURRENT viEw: ;L Iy | v crhorest
=+ Customer + Refresh page

Additional Information (SYYAP):

& RD SWAP Process: Please take a note of both Serial Humbers for subsequent entry in WChM!
b Call
b Messages
Condition Symptom Action + Customer

. 3 - Brightniess J contrast

1 - System screen + Spares order

2 - Sporadic : [ - Displary § Video : B - System exchanged \ Product

&) Woarkorder to claim - Microsoft Internet Explorer M

| wotrkorder to claim

Dizplay briliance not acceptabls

FUT?TSU THE POSSIBILITIES ARE INFINITE

Svstem exchanoed.

Change status
Change status to: To Claim

Line ltems

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

W FLATRATE
Call Entry ShR*

YESLO22326

*NOTE:
Flzase double check the Serial Mo, entered during call open is identical with the Serial Mo, of the defective customer system. If not plesse 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 M

| workorder to claim

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Change status
Change status to: To Claim

Please enter the serialnumber of the defect asset:

Call Ertry SHRE*
vEBLD22327 | Dy

*HOTE:
Pleasze doukle 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 serialnumber of the new (SWAP) asset:

Replacement SMRE (SWAF):
[vEgLOZ2271
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After the correct data entry in WCM the Work Order is processed with the actual defect system SNR.

WCM WEB:

FUﬁTSUTIEFIHIEIlITrlS ARE INFINITE |_

Haome | Support | Logout

3 o Workorder Detail O actons |
i Figld Sarvice » Reset Ta claim
- Technical guestion Call Date | Workorder | Partner call number | Current Status + New Comment
S i 25.03.2008 | 985002270143 : 1 TaClkaim + Edit Reference Mumber
] ) Customer | Hame ! Product | ECS v Print weorkorder
i Tranzlation Toal Fuiteu i ot : : :
ujtsu Siemens Computers . ' : + Refresh page
i Export GmkH ¢ Kandzior, Georg | YEBL022527 | 1B
= WK Newys: Response Time | repair time | Date of Carriage | DIFS-Code
0 ‘o " [ Detail views
= DFSforwew N b Foeeeee el The carrected SNR 1
mEm— Service Type SP : Service Type Customer is linked to the
Coor to door + Door to door Workorder r Messages
* Reports . v Customer
e Settings CURRENT VIEW: CALL v Procuct
= Customer b Spares oroer
% Help Additional Information (SWAP): — ¥ Wiorkarder Histary
Call Entry SHR: vEsLuzzize ot The originally recorded v System History
Replacement SHR (SWAP): YEBLO22271 SMR s stored to trace + Invaice
Informations T ‘the actionsonthis T
i i i Workorder,
This repair weas fixed by exchange of the system unit, [] Search for Workerder ; Serial
‘Workaorder [/ Serial Ho.
ECS

Condition | Symptom | Action "
2 - Sporadic + D - Display f Video 1 B- System exchanged
' 3 - Brightness / contrast ! Erter the Serial Mo.

11 - System screen

Problem Description
Display briliance not acceptable
System exchanged

=

Line tems

Labour

Material number Status Total price
WY FLATRATE Ok 1 66.00 ELR

3.4.4.3 SWAP Example 3 - Blade unit was repaired not swapped

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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FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

5 Tl Workorder Detail
- Field Service
- Technical question Call Date | Workorder ! Partner call number | Current Status
. Ersin 25.03.2009 | 805002270160 ! RepairSuccesstul
. Customer | Hame i Product | ECS
- Tranzlation Tool Fuifew Si Comput B B B
ujitzu Siemens Computers . | |
- Export GmbH : kandziora, Georg : YHEUOOT154 : JEV24
= WC Mewes Response Time repair time . Date of Carriage DIFS-Code
32 DIFS for WCM B O e
w5 Service Type 5P 1 Service Type Customer
ik onsite ! onste
= Reports
¥ Setngs CURRENT WIEW: L. |
= Customer
= Help " T
C itii 1 Symptom 1 Action

3 - Uncet high Load B - Board § Ram finternal 10

LW - Warning message (detai in :
| commments) |
| 2 - hemory f cache !

Problem Description
Problems with memory dumg

RAM exchanged

| 4 - HA-Repsir with Spare

Line tems
Material

+ Claim Workorder

+ Repair failed

+ Update zervice type
v Repair successful

+ Crder parts

+ Return order

+ Keep Material

+ Cancel Workorder

v Plesy Comment

+ Edit Reference Mumber
v Print wworkarder

r Refresh page

v Messages

» Customer

+ Product

+ Spares order

v Wiorkorder Histaory
+ Systemn History

v Invoice

[] Search for workorder / Serial

Workardet  Serial Mo,

RET-Ho RET ReturnCode

Material number Total
34005214 1

Status Order Ho
Proposed -

Material number Status Total
WV .FLATRATE Ok 1

price
118.00 EUR

Enter the Serial Mo.

§ Workorder to claim - Microsoft Internet Explorer

FU]?TSU THE POSSIBILITIES ARE INFINITE

| workorder to claim

Change status
Change status to; To Claim

Please enter the serialnumber of the defect asset:

Call Entry SR
B0 154

*HOTE:
defective SMRE here.
Please enter the serialnumber of the new (SWAP) asset:

Replacement SHR (SWAPT
['vWBUDD1154 |

Pleaze double check the Serial Mo, entered during call open is identical with the Serial Mo, of the defective customer swvstem. f not please enter

The claim will move into Status ToClaim.

In the status ToClaim the additional information with the swap remark disappears.
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FUﬁTSU THE POSSIBILITIES ARE INFINITE I_

Home | Support | Logout

3 Wl Workorder Detail
i~ Field Service » Reset To claim
i+ Technical question Call Date | Workorder | Partner call number | Current Status > My Commernt
b (Bt 25.03.2009 | 995002270160 : | TaClaim + Edit Reference Mumber
: Customer | Hame i Product | ECS » Print workorder
i Translation Tool | H H
L. Export g‘:’nﬁ_‘f SIEMENs CompLters | Kandziors, Georg ¢ wHELOO 154 | 3R + Refresh page
= WCR Mewes Response Time | repair time \ Date of Carriage . DIFS-Code
a ‘o H H [] Detail Wiews
= DIFS forwwick L RS RUp U 5. il b o
= Service Type SP | Service Type Customer v Call
ares h y
& CnZite 1 OnSite ¢ Messages
= Reports » Customer
55 R CURRENT VIEW: C.AL L. | ( * Froduct
= Customer » Spares order
s Help » wricorger Histary
) : Symptom ) ;fAetion + System History
3 - Under high Load : B - Board { Ram finternal 1O : 4 - HW-Repair with Spare .
+ W - Warning message (detail in ' > Invvoice
1 comments)
| 2 - Memary foache [] Search for wWorkorder / Serial

Problem Description ‘Workorder / Serial Mo.
% Problems with memaory dumgp
[1 Adier
Ertter the Serial Mo,
RAM exchanged.

Line items

Material

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

Material number Status Total price

WY FLATRATE oK 1 115.00 EUR

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 | SBupport | Logout

=2 DIFS for Witk

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

Service Type SP
CollectaReturn """"'-—

! Service Type Customer
| CollectaReturn

" .
& UL Workorder Detail
- Field Service v Accept workorder
- Technical question Call Date | Workorder \ Partner call number | Current Status + Reject workorder
- Ersin 25.03.2009 | 995002270152 : | Assigned + Newv Comment

; Customer | Hame ! Product | ECS + Edit Reference Mumber
- Tranzlation Tool B H H

+ Wollkammer, Mike + WEGGOOOTIE +1D0E * Print workorder

- Export Response Time | repair time ! Date of Carriage ! DIF$-Code + Refresh page
2 WCM Mewes i} Lo | 26032009 :

________________________ L eyt U I U RN UPR R

1 - Always (Huring processing)

= Spares v Call
*» Repotts » Meszages
: . __________________________________________________________|
= Settings CURRENT WIEW: CALL » Customer
2 Help Condition | Symptom ! Action » Spares order

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

| & - System exchanged (ndirect)

11 - System screen

Problem Description
CER ET fir SWAP Gerdt

longer displayed in the additional information section.

[0 Detail views

v Wiorkorder History
v System History
¥ Invoice

[] Search for Workorder / Serial

‘Wiorkorder [ Serial Ma.

[ Adie

T
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FUT:I"I'SU THE POSSIBILITIES ARE IMFINITE

Home | Support | Logout

Page 44 /128

% Wou Workorder Detail
Field Service » Reset To claim

- Technical guestion Call Date | Workorder \ Partner call number | Current Status + Mewy Comment
- Ersin 25.03.2009 | 995002270152 | ToClaim v Edit Reference Mumber

Customer | Hame | Product | ECS » Print weorkorder
- Tranzkation Tool | | :

1 Wolkammer, Mike 1 WEBGO007IE 1D0a v Refresh page

= Response Time | repair time | Date of Carriage | DIFS-Code
e WWCK Mevws . '

o R e S [ Detail Views
=+ DIFS for WiCh Service Type 5P | Service Type Customer cal

. » Cal
= Spares Collect&Return + CollectgReturn .
> [REFES + Custamer
] . _________________________________________________________]

5 Seflings CURRENT VIEW: CALL + Product
== Help Condition | Symptom | Action » wiorkorder History

1 - Akeeays (during processing) [ - Display [ Wideo & - System exchanged (ndirect) + System History

+ - Mo picture (poweer iz on) | i
11 - System screen | naize

Problem Description [] Search for Workorder / Serial
AR ST flr SR Gerdt iorkarder §Serial Mo,
[ Adier
Monitor repaired centrally
Erter the Serial No

3.45 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 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”
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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.

i test

adlery3. 10

ABOUTUS | RE-REGISTER | DOWNLOAD | UPLOAD | PRINT

YEQLO22327 - Warranty / Service

Type: AMILO Display L 31900
VERLIZST? Farity code: YEAL AMILD LL 3150 Part number: S2BIE-K1284-0181
weight (gram}: Material number: ~ 000000010B00380072

Last update: 10r30/2008

warranty information

partist
campanert tetals -multipurpose for detalls click here
configuration data -
tjj;‘”;;rr::m Fauloy delrersdste: 1002212003 D offrstuse. 1112802008
elivery tata higtary firstuge tate
- fdalvew  Cystomer warranty / service
wm Smﬂgeri Code: FaP.GN3DO0OSTDNDYE @ Multipurpose - Microsoft Internet Explorer
county contraling Description: 3years Doorto-Door Exchange Senvc
sty Wed E - FEC Limited Warranty
reports Qwner: HDL
Group: DYE - Display Entry
Reactiontime th): 1) YEBLO22271 - Multipurpose
Repair time (hy: ¢ Flag Datum Ersteller
warmantydays: WD SINAP 10080317 sdleradm X
warranty time: B

ON-SITE TRANSPORT TRANSPORT LABOUR MATERIAL %
From customer T customer
112812011 282011

Detail information

{in months) histary warranty
Code 05 |FC | TC LA MA | PRODUCER OWHER

BASIC N R - -

ADD. YWAR-INF(O (BY_no_BOM pjojojoo u Ukn

STAMDARD  |FSP:GH3D0N0DSTOMIDVE O[3 00 A ORI 202147

TORUP

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.

ABOUTUS | RE-REGISTER | DOWNLOAD | UPLOAD | PRINT
YEBLOZ22271 - Warranty / Service

devioeserbnber [¥] 7y AMILO Display L 3190w

VERLOZ22T Farnity code: YEBL AMILO LL 3190 Part number: B26361-K1284-V181
weight (gramj: Material number:  000000010800980072

Last update: 392008

warranty information

partlist
comporert detail: — multipurpose for details click here
configuration data
e TIOTEION oty delivery date: 1002912003 Dafeoffrstuse: 1112672009
testing resufts
dlelivery data histary first use date
" Tma‘ view | Customer warranty / service
BOCMONE| SEMVICES |
hisory | COUE ) FaP AP €] Multipurpose - Microsoft Internet Explorer
courtry cortroling Description: PSP
aominishation | Area: - - wiarranty area notvalid
teports | Owner: 1]
Group: Wi - Product liability data
Reaction time ¢h): YEBLO22271 - Multipurpose
Repair time (h): ] Flag Datum Ersteller
warranty days: D SUAP 2009-0317 adleradm b
warranty time: A

ON-SITE TRANSPORT TRANSPORT LABOUR MATERIAL
From customer To customer

Detail information

(in months) higtary warranty
Code 08 FC |TC LA |MA | PRODUCER OWNER
Ee T-T-T-T- - -
ADD, WAR-INFO |BYW_no_BOM ojo|ojolo u ukn
STAMDARD EO N I A - -
TOPUP I T-T-T-T- - - b
EXTEMDED

DD WAR-INFO |FSP:SINAR oojona 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.

Fuﬁu fe‘st adler’

ABOUTUS | RE-REGISTER | DOWNLOAD | UPLDAD | PRINT

YEBLOZ22271 - Garantie / Service

m AP Details: 1

Ty: AMILO Display L 3180W
ERLIIT Produktfamilie; YEAL AMILOLL 31900 Sachnummer: B2BIE1-K1 20411
. Gewicht (Gramm): Materialnummer: (0000001 0600930072
Ahzchicken Letzte dnderung 9622009
Garartie-nformation
Shickliste
Homponertendetelz —  Multipurpose Filr Details hitie hiet Klicken
Konfigurationzdaten
Priif-Infarmation ) .
Prifergebrizse  TVerkSlieferdatum: 28102008 Eingatzdatum 15.11.2008
Lieferdeten Historie Einsatzdatum
Gesamtanseht 1 dan Garantie / Service Leistungen
‘Wighere Services
Hetorie | Code: FEP:GNIDOO0STOWDVE
Caurtry Cortroling | Beschredbung: 3 Jahre Door-to-Door Austauschsenice, 5, giltin Eurapa, Afrika und Maher Osten
Area; - imi
Admm:;mz Owner: IEIDL FaG Limiteg Watrarry @Mullipurpnse - Microsoft Internet Explorer
Gruppe: DYE - Disnlay Entry
Reaktionszeit (hy:
Wiederherstellzeit (h):;
Service Tage: Wo YEGLO22271 - Multipurpose
Sarvice Zeit: ] |Flag |Dalum |Ers19||er
ly S [2008-03-17 [adferadm X
VORORT TRANSPORT TRANSPORT ARBEIT MATERIAL
Vorm Kunden Zum Kunden
811201 811201

Detailinformation

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

BASIC - - - -

ADD. WAR-INFO |BW_na_BOM olojoiolo u ukn

STANDARD FERGNADONNSTOWDYE
TOPLF
EXTENDED

=
)
=

W00 A 00A1202147
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3.4.6.4 Defect System after Swap

ABOUTUS | RE-REGISTER | DOWNLOAD | UPLDAD | PRINT

YEBLO22327 - Garantie / Service

m Si¥AP Details: 1

_ Typ: AMILO Display L 3190W
VERLODITT Produktfamilie; YEGBL AMILO LL 3180w Sachnummer: B2H361-K1 264181
Gewicht {Gramm}: Materialnummer: 00000001 0600930072

Letzte finderung: 16.3.2008

Garantie-Information

Stickliste
Komponentendetsls —— Multipurpose Fir Details bitie hier klicken
Konfigurationsdaten
Priif-Information
Prifiergebrisse Werkslieferdatum: 29.10.2008 Eingatzdatum: 2811.2008
Ligferdaten Histarie Einsatzdatum
Gesantensehl 1 jon Garantie / Service Leistungen
Wettere Services : .
Hstorie | Codes FaP:BWAR €] Multipurpose - Microsoft Internet Explarer
Courtry Cortraling | Beschreibung: F3P:EWAP
Adninistration | Area: - - kein glitiger Garantighereich
Reports | Owner: ]
Gruppe: Wi - Hafungsdaten
Reaktionszeit (h): | YEBL022271 - Multipurpose 1
Wiederherstellzeit (o Flag Datum Erstaller 1
Service Tage: WD [5wep (10080317 [adleragm X
Senice Zeit: A [}S
VORORT TRANSPORT TRANSPORT ARBEIT MATERIAL T
Yom Kunden Zum Kunden

Detailinformation
(in Monatsangaben)

Histotie Garantie

Code VO |VK |ZK |AR MA | ERSTELLER OWNER
BASIC
ADD. WAR-INFO (BYW_no_BOM olo|ofon u ukn
STANDARD
TOFUP
EXTENDED - - -
IADD). WAR-INFO |FSP:SWAP njofojojn 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:

o)
FUJITSU

ad

adler’

ABOUTUS | RE-REGISTER | DOWNLOAD | UFLDAD | PRINT

YEBGOO0356 - Warranty / Service

device serianunber [v]  pype: AMILO Display L 31907

VEBGOO0I5E Family code: YEBG AMILOLL 3180T Part number: B26361-K1301-V1 80
weight {gramj: Material number:  000000010600369089

Last update: 3252004

wearranty information

partlist

component details
configuration data Factory delivery date 101212008 Date offirst use: 1172002008

test information ;
testing resutts history first use date

delivery deta Customer warranty / service
total view Code: FSP:GNIHODDSTOWDYE
addtional services Description: 3vyears Collect & Return Senvice Display, 5x9, valid in Eurape, Africa and Middle East
history - prea: E - FSC Limited Warranty
country controlling
administration Owner: b
reports Group: DYE - Display Entry

Reactiontime (hy: ¢
Repair time (h): 0

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

- 1142002011 1102052011 1102002011 -

ks

Detail information

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

BASIC - -l -1 - -

ADD. WAR-INFO BV _no_BON oo (oo |o0 u ukn

ETANDARD 5P GHIHONN ST YE BEREAERK | far shd

TOFUR - --T1-1-71- - -

EXTENDED - - T-1-1- - -

Service Type Door to Door is a higher sqrvice and cannot be selected for those Displays.
FUﬁTSU THE POSSIBILITIES ARE INFINITE _

Home | Support | Logout

& GAEL Service Calls (Assigned)
Field Service Workorder /SPRef. [ SeriaiNo [ O » Hews service cal

Technical question

S workorder =| SerialNo. 2| Customer = Date = RT 3| Status 3| Calbumber Q[ states |

» Reguested (1
17 new warkorder - Micrasaft Internet Explarer D5 < |
‘ = » Repected 12)
» Assigned 1
= FUﬁTSU'” POSSIBILITIES ARE INFINITE LUzt el o E(E][)
» Open
=
g » In Progress (14)
= rEsenonIen » Double Flatrate Calls (0)
=R Iz ||+ avsting mmesiate action i
ax | YEBGODO356 | FSP:GN3HOODSTCVWD YE » To claim error (15)
=l  AMLO Display L 31907 ‘o » Claim Workorder (343
i | 526361-1301-v180 | ove \ Valitation center (30)
Delivery Date: { 21402008 warranty description: | 3 years Collect & Return Service
Activation Date: {2011 2008 | Display, 5x8, valid in Europe, > W Revised Claims (D)
Tvation Date: B | Avfrica and Middle East » WC Rejected Claims (0
. 3 ||+ Replied to Walidation certer (01
Additional-Text: H » Claims accepted (3)
- . . = = » Cancelled
customer has paid for Service to be provided at Fujitsu Technology Solutions:
expense » Clossd
on site: - On Site: O | onsite: - On Site: O
from 20112011 Colleet and Return: from 20112011 Colleet and Return: L IiSeaichifoqorkorieiiscum
customer: custormer: T
Tocustomer: 20112011  Desk-To-Desk: O | Tocustomer: 20412011  Desk-To-Desk: O rkorder FEerEle.
Work: 20412011 Door Te Door: O | work: 20412011 Door To Door: O
- Return To Base: O | material: - Return To Base: O [] Adler
0 Bringin: [ ?fr:f’“g" 0 O Enter the Serial Mo
repair time: o Material: O | repair time: o O
[] DIFS Decoder
Service Type: | Collect & Return Displays ~| | service Type: [ colect & Return Displays ~ [Erizr e seratie___|
[re] Erter DIFS-Code
Quit Back Hext | [ Finish |

[] WCM Web Technical Support
H@ Fertig % Local intranet I you nesd assistancs for WOM
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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 - SP is 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.

Home | Support | Logout

] T
Afsy I
EEE

- .
B U Workorder Detail
‘.. Field Service » New Comment
}- Technical question Call Date { Workorder Partner call number ¢ Current Status + Print workorder
L. Ersin 11.02.2011 quested + Refresh page
i~ Translation Tool Customer . Product

Fujttsu Technology Solutions | Kandziora, Georg ¥K81101329 114 M
fo Bl Response Time i repair time Date of Carriage \ Cal
=+ WCM News (] io H

: ’
=+ DIFS for WCH Service Type SP Service Type Customer st
» Customer

Bringin Bringin
*» Spares » Product
+» Reports - e e TR e » Spares order
= Seffings Reason: HD Approval mandatory » Workorder History
# Customer Opened by restricted SP + System History
# Help e ——— » Invoice

CURRENT ViIEW: AL L |

[] Search for Workorder ! Serial

Condition { Symptom { Action Workorder / Serial No
2 - Sporadic i H - Hard disk i 4-HW-Repair with Spare
i 1- Hard disk is not recognized
£ 1 - Hard disk - internal [ Adier

Enter the Serial No

The Hard Disk is not activated after sleep modus

Line ltems
Material
Material number Status Total price RET LSF OrderNow

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

m

&7 |

TS



Service Operations [1ssue: May 2014 |WCM WEB User Manual — Warranty Claim Management Tool Page 51/128

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.

| new workorder I
FUjiTsu
YHTW014289 i

System History

Call Date Workorder Problem Description Solution
20.05.2010 95003121409 2H214 test test test test..

Repeated Repair

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

Please Select -

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

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

Home | Support | Logout

% wew Workorder Detail
i Field Service » New Comment
- Technical question Call Date Virkorder Partner call number rrent Status . » Print workorder
- Ersin 11.02.2011 | 985003125041 A _HDApprovalPending + Refresh page
; ) Customer i Name Product i
i- Translation Tool : :
Fujitsu Technology Solutions | Kandziora, Georg KTW014281 i 2H114 [ Dpetail Views
o ET Response Time i repair time Date of Carriage ! DIFS-Code  Cal
= WCM News 0 ‘o - )

: H kN
= DIFS for WCM Service Type SP Service Type Customer

OnSite OnSite + Customer

B B + Product

» Reports seivice Desk Approval Pending » Spares order
# Seftings Reason: Repeated Repair + Workorder History
#+ Customer ge unsuccessfulrepa] + System History
% Help Service ?artner The firzt repair didnt fx the problem. We have sent a specialist + Invoice
CURRENT ViEW: CA L L I AU
Condition ymptom ction
2 - Sporadic - Hard digk - HW-Repair with Spare L] Adier

- Hard disk is not recognized
i 1-Hard disk - internal

Enter the Serial No.
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3.5.2.3 Event 3 — 3rd Repair within 30 days

If a Serial Number was repaired the 3ratime 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.

The Work Order automatically is moved into Status “HDApprovalPending”. WCM displays the

reason:
| B

FUjiTsu

Home | Support | Logout

8l Workorder Detail
- Field Service » New Comment

- Technical question Call Date i Workorder riner call number Current Status » Frint workorder
- Ersin 08.022011 | 995003125018 | HDApprovalPending + Refresh page
Customer { Name oduct | ECS
- Translation Tool : .
Fujtsu Technology Solutions | Kandziora, Georg KDRO21008 | 2H212 m
B Response Time | repair time te of Carriage | DIFS-Code ) Cal
= WCM News 0 ‘o : I
L A L3
2> DIFS for WCM Service Type 5P ervice Type Customer Cust
+ Customer
Handling Fee ndling Fee
*r Spares » Product
# Reports _— "
> . Semvice Desk Approval Pending » Spares order
»r Seftings Repeated Repair + Workorder History
w= Customer 3rd failed repair in defined period v System History
= Help """-g-. = » Invoice
CURRENT VIEW: CALL

[ search for Workorder ! Serial

Workorder / Serial Mo.

Condition : Action

{ Symptom

¢ H - Hard disk

i 2-MNoise / Vibration

i 1 - Hard disk - internal

2 - Sporadic | 2-Electrical, mechanical refitting (e.g

Jumper, cable, connector, resoldering)

[ Adler

Enter the Serial Ho

Problem Description
screw loose at HD housing

3.5.2.4 Event 4- A defined Repair Cost Maximum is exceeded

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

[
rufrsu I

Home | Support | Logout

5 weu Workorder Detail
b Field Service + New Comment
&+ Technical question Call Date i Workorder i Partner call number i Current Status » Print workorder
b T 17.02.2011 | 995003125104 | HDApprovalPending + Refresh page
; ) Customer i Name i Product i ECS
i Tranelation Tool : : !
Fujitsu Technology Solutions ;| Kandziora, Georg i YK2ZK168355 i ZH214 [ petail Views
= EE Response Time ! repair time ! Date of Carriage ! DIFS-Code + Cal
B WL ST 0 ‘o £ 19.02.2011 .
= DIFS for WCH Service Type 5P Service Type Customer
Collect&Return i OnSite 24h performance » Customer
= Spares e — . » Product
»r Reports z "
p_ Service Desk Approval Pending » Spares order
o Seftings Reason: Cost Maximum exceeded + Workorder History
w Customer Costly repair history - help desk involved » v System History
B GED _—J v Invoice
CURRENT VIEW: CAL L [
[] Search for Workorder / Serial
Condition : Symptom i Action Workerder / Serial No.
2 - Sporadic i H-Hard disk i 4 - HW-Repair with Spare
i 2- Noise / Vibration
{1 - Hard disk - internal [] Adier
Enter the Serial No.
Problem Description
hard disk very noisy
Line items
Material
Material number Total Status Order No RET-No RET ReturnCode KeepMaterial

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 these 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. Accepted Work Orders are processed with the same Service Type as the predecessor
Work Order. 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.
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ruffsy B

Home | Support | Logout

[ wou | Workorder Detall
| | Fiedd Service
| |- Tectnesl suenten Cal Qe Workorder Parinar cal pumbar Curreat Status <
1 |+ £ "0 HGRNZNW AssipnagatediDappeovsl Hew Carwsen
| |- Tranwisos Tasl Ceostomer Name Prodeat » Edt Reference Nunter
b Fujtss Tackrology Soksons | Kaedziors, Georg YKES 101323 N2 » Pret workorder
[ Biport Resgonse Time repair time Date of Carriage » Retrest page
;» WOV News | 0 0 ~
1 0es e sarvs Tyom > S Ty
[ Spares 7 Al scu
| Baserta » Messages
» Seteoy Reasoe: 10 Apprsval randatony » Contzrme
3 Customer Opesed by testricied 5P » Prodect
1:_”.“_ :::;l:;‘el":lk Thace is & bose cotraction with fis Mard Dk dats caSie cecracior Sleass try %0 reft ¥ Soanos ovder
— » Viarkonger Haxey
» Sysiem Haxwry
» Vredge

Condion Sympicen Actice

2 S32rede H-Hard 2ok 2- Becical mecharscsireting (ep |
1 Mard dst & oot recagrizes uTger, catie, cotrector, rescidarng) |
1 Hard gt - mtetal l

Protiom Descrigtin L

The Mard Diskom not activated after seep modys ‘ Enter 3t Sendd e

] Suarch for Werkerder / Sertal

Weorkorder | Seeal Mo [y ]

£ 2011 Fagtas Tectnocgy Soktoes | kel | Prvacy paicy | Terra ofase

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.

| accept workorder

FujiTsu

These spares wars ==~-__ .,y (e Call
M= coal number Description Warranty LSF RET ECS FTA

33030966 HOD SAS 36GB 10K HOT PLUG 2.5 |
Spare Parts
Material number Warranty LSF RET ECS FTA quantity
- Mech. parts misc.
33038959 2 5-INCH HDD DUMMY MODULE / SNP-A3C40071759 O O 0 g
34003342 BP INTERFACE / SNP:A3C40076803 O O 0 g
34003294 CPU DUMMY (ROHS) / SNP-A3CA0060382-R 1 O 0 g

| -
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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.

FUjiTSU

Home | Support | Logout

% wew Workorder Detail
i Field Service + New Comment
i Technical question Call Date { Workorder i Partner call number i Current Status » Print workorder
. Ersin 11.02.2011 95003125056 | Rejected + Refresh page
; ) Customer ame ! Product { ECS
i+ Translation Tool o ) . . e o
. Exoort Fujitsu Technology Solutio andziora, Georg i YKTW014281 i ZH114 [ Detail Views
- EXpo Response Time epair time | Date of Carriage | DIFS-Code » Call
w2 WCM News 0 ‘o - f ]
: i : kM
** DIFS for WCM Service Type SP i Service Type Customer
OnSite OnSite + Customer
»x Spares : + Product
*» Reports = :
P Service Desk Information » Spares order
== Settings Reason: Repeated Repair » Workorder History
»n Customer else unsuccessful repair v System History
= Help Service Eartner customer complaining about repeated failure again v Invoice
Explanation:
[] search for Workorder | Serial
Reject Type: Reason for rejection: Workorder { 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 WIEW: C L L |
ECS . .
Condition i Symptom i Action
2 - Sporadic i H-Hard disk i 4 - HW-Repair with Spare
i 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.
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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.)

|
2 new workorder
FU]ITSU THE POSSIBILITIES ARE INFINITE
YHINOOS02E
pul JN Y k= B [ Ll g e ] g o Y o ol [ R ™1 L L [ el | ™1 (1) u
- fan + heatzink ! heatpipe
34012715 COOLER ASSY § O O ] -
Controll
- CPU=s/microprocessors quantity
here
34012708 CPU IMTEL CELEROR 575 2,00 GHZ 6B [ O v, =
34010631 CPU IMTEL CORE 2 DUG TSE70 1 SGHE f W 26805-B5216-12 ] @ s
34015347 CPU INTEL COREZ DUC TE400 2 00GHZ 2MB / O 0 S
3401 2354 CPU IMTEL MOBILE PE400 2 26GHT 1 % 2E505-B5270-410 ] 1] S
34012385 CPU IMTEL MOBILE PEE00 2 43HT (MO0 /Y 26805-B5270-411 O ] g
- Mainboards OEM
[ |
4012 Possibility to search for il a3 £ [ o (v |
pr— other spare part numbers
Manual input of spare pan ii¥ormation. _
Mat-hir: pe) . Change List
Quit Back Hext [Q Finish

As long as the Work Order is not claimed additional spare part orders are possible.
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[ Actions
v Fepair started
v Change Status
v Appoirtinernt
v izancel
¥ fevy commerit
¥ Print warkarder
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 Maintenance
Logistics Manual.

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

Overnight: Available for fixed locations in Germany only. Contractual agreements provided.

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

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

The PEC 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 Maintenance 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 Maintenance Logistics Manual at
http://partners.ts.fujitsu.com/com/service/general/service-spares/manual

F R
& Order parts - Fujitsu Technology Solutions l = g

[ [

order parts

FUjiTSu

AE

-~

Options
Delivery Comment

standard -

standard
urgent

pare parts to be delivered
@

Customer

Delivery address ~) | Please Choose

free address

ou selected the follo g spare

MAINBOARD ASSEMBLY H285/
W 34014083 20.02.2013 &
01409 WE1310A220200 1 | 20.02.201 1 MIRO v |
Setalto MIRO -
Quit Back Next

|Fertig el'.. Lokales Intranet | Geschiitzter Modus: Inaktiv fy v HW100% -
A
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The reimbursement of the express fee is enabled country specific. At present only Germany is activated.

41.1.3 Express charges in WCM WEB

€ new workorder - Fujitsu Technology Solutions D R EREEE— —
| new workorder [«
FUT?TSU THE POSSIBILITIES ARE INFINITE
YKDT002824

product information

| »

Serial No.: YKDTO03831 Warranty code: FSP:GM35200000DEBD3

Product: ESPRIMO E3625 EPA warranty owner: )

Article Code: S526361-KB91-V511 warranty group: ; BD3

Delivery Date: 10.06.2008 warranty description: 3 years On-Site Service, next
I R i[fanrone i business day response, Sx8,

Activation Date: 13.07.2008 | valid in country of purchase

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: g
From 13072011 Collect and Return: From 13072011 Collect and Return:
customer: customer:
Tocustomer: 13072011 Desk-To-Desk: [ | Tocustomer: 13072011  Desk-To-Desk: O
Work: 13.07.2011  Door To Door: D Work: 13.07.2011  Door To Door: D
Material: 13.07.2011 Return To Base: D Material: 13.07.2011 Return To Base: D
$ﬁ:2,°“se 24 Bringin: $f’r::,°"se 24 Bringir] —

. . ' Precondition for
repair time: 0 Material:

repair time: 0 Materi

> express fee
Service Type: | OnSte reimbursement is a
SLA of 24his
required and was

fulflled.

Fertig /" Vertrauenswiirdige Sites | Geschiitzter Modus: Inakdtiv H100% - _:5|I

Service Type: OnSite

4
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gnewworlu}rder-FujftsuTechrEng-)IvS[m:ltiu-r:s i R L R=RE=g X
THE POGEIBILITIES ARE INFINITE | new workorder |‘
FUJITSU
YHDTO03832 L

Options
Delivery Comment

urasnt_________Jig

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 Maintenance Logistics.

servicepoint

Customer

Delivery address Pleage Chooze

free address

You selected the following spares.
Material number Description

Entry Date

claimed, Express Charges
are registered in a separate
line item in the Work Order
details as SERVice material.

1 - Hard deik -

HOD nomy and basd performance

HI datesive

RET RetarnCode Keepllate

MOSETS J Propoasd BOMSOETY - = . m]

1eE05HTY i Contrmed EROSESIIT - a - O

SERVIZ 1 Confirmed BOOEESOZTY - O O

EBOATEM 1 Bgtumes OGS0 - 0O
1 Retumes EOOEESOFT BEATIITITE [¥) (]

Latorial numbar  Status Taotal price

WAL Tt e 1 104 83 EUR

34005575 ::I\?D[::ligfgu%ﬁﬁﬁ\;ﬂﬂ T D 16.09.2009 1 WMIRD - ‘
v A RA\.I
Setallto MIRO -
BOE PRRBUMNEITIER AWE IWFINITE
FUjITSU
Hame | Suppod | Logout
[ weu | Workorder Detail O Actions |
|- Finks Sarvica [rerrr— » At T clars
|- Tecknical guesion Cail Date Werkorder Partner call nemBer Carront SEafus * Hew Comment
|- Eruim 1E0 2000 o AT Tollam v Edt Reterence Nember
T Tosl Cunbomar Hamn Presduct ECS & Prind workoeder
Fertig L Export :;::‘h‘l:'r_"l Computers | o i Gesry VEDTHOAS 14 * Relfresh page
|;q. WO Hews | Responss Time FEQMT tEme Dwie of Carrisges DHF 5-Code m
|+ 0% tor weu & ‘ z Cat
Sorvice Typa 59 Sarvice Typé Cunbomer + Ca
I” Spares I GnSe 24 parformance {perizrmance ¢ Abdig
* Reports » Cunbomed
|" Semnge | CURRENT VEEW: CALL * Product
55 Cusfomes ¢ Gpares prder
I I
& Wprkorder H
|“ Lo | Conditen Symplom N 5:‘_,,:,, :1!:;0'&
.- Undier high Load sonanoe | After the Work Order was s
2 - Neae J Vitr| e
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FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

= DIFS for WCHM

24 ‘o

| DIFS-Code

Service Type 5P

Service Type Customer

% wew Workorder Detail

i Field Service

i~ Technical question Call Date | Workorder | Partner call number | Current Status [] Detail Views

i Ersin 16.09.2009 | 995002281264 | ClaimAcceptedByVC » Call

- Translafion Tool :I:::uor;:nr-lens Computers e et - 'J\eizﬂges

L. Export GmbH Kandziora, Georg YKDTO03832 3HZ214 » CuNgmer

»» WCH News Response Time repair time Date of Carriage After the claim is accepted by the

Validation Center the express

s OnSite 24h performance OnSite 24h performance Charges are added to the
* Reports warranty flat rate.
¥ Settings CURRENT VIEVV: 101 |
** Customer [] Sear:h for Workorder / Serial
Service Type (Requested) Service Type (Fujitsu Technology Solutions is -
+ Hel = fkorder | Serial No. |
=0 Service Type: OnSite 24h performance| [GELIEETRUETETC) I [Wekkorder  Serist No.

Service Type: OnSite 24h performance

Material

Labout
WTY:FLATRATE: [IECEIEC N Labour
Total: 135.60 EUR WTY:FLATRATE: 105.60 EUR
Total: 135.60 EUR
invoice number | Date i Group

4.1.1.4Invoice /-proposal form with Express Charge

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

4.1.1.5Delivery address selection:

Where would you like the spare parts to be delivered

servicepoint &
Customer O
Delivery address ) | Please Choase
free address F O

Service point: Address of Service Partners site

Delivery address: All additional delivery addresses, which are equal with the addresses entered in PEC.
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 spare parts to be delivered

servicepoint O

Customer [ )

]

Delivery address

= |§F‘Iease Choose
free address [

Service Partners in countries where overnight delivery options are available may have made additional
contractual agreements with the local FTS Service Management which include overnight shipments to
fixed locations. That Service Partners can select the delivery comment overnight.
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If the delivery comment overnight is selected, an additional button Overnight is available to select the
fixed addresses of the overnight delivery “Boxes”.

Options
Delivery Comment

Owernight -

Where would you like the spare parts to be delivered

Overnight @  Please Choose -
servicepoint
Customer

Delivery address Please Choose

free address

Options
Delivery Comment

Overnight -
Where would you like the spare parts to be delivered
Overnight @ | Please Choose -
servicepoint address for overnight delivery
Customer

Delivery address -

free address

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

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 D -
Supplier
Customer &)
Delivery address {®) | Pleaze Choose v
free address {7y 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:
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| accept workorder

FUT?TSU THE POSSIBILITIES AARE INFINITE

Information
order was send

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

FUITSU THE FOERINILIDOES UME DAFININE _

Home | Support | Logout

& weu | Workorder Detail
- Fieid Service
b= Technicsl qusstion Call Darte Wiorkorder Partmer call number Current Status
L Ersin 1808 2004 e 00 TR 204 Heguesles + Refresh pape
Cuntomer Hame Product ECS

~ Trasslaben Tool

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”.

FUﬁTSU THE POSSIBILITIES ARE INFINITE |

Home | Support | Logout

gL Workorder Detail

i Field Service + Repair started
Technical question Call Date | Workorder i Partner call number | Current Status + Update service type
= 16.09.2009 | 995002251256 | SparesOrdered » Order parts

) Customer | Name ! Product i ECS v Return order
Translation Tool Fuite Si c : : : :
e (B Gl ZIEMEns LOMPUETS | Kandziora, Georg | YKDT003831 | 3H214 + Change status
i o . + Appointment arranged
= WCM News Responze Time i repair time i Date of Carriage : DIF5-Code Keen Material
: : : + Keep Materia
24 0 P - :
=» DIFS for WCM H : ; "
e Service Type 5P i Service Type Customer » Cancel Workorder
e OnSite 24h performance | OnSite 24h performance » New Comment
# Reports - + Edit Reference Mumber
i Print kord
¥ Seftings CURRENT VIEW: CALL » Printworkerasr

=+ Customer + Refresh page

=+ Help ? H
Condition i Symptom i Action [] Detail Views
3 - Under high Lead ! H-Hard disk | 4 - HW-Repair with Spare
© 2- Noise / Vibration > cal
i 1-Hard disk - internal v Mezzages
) . + Customer
Problem Description Order Confirmation \ Product

Hard disc noisy states the order is » Spares order
received at spares + Workorder History
Line ltems appllcatlon » System History
Material v Invoice

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

34008399 1 Proposed 8004650268 - Ml - BT ——
34003251 1 Proposed - [ -

34008399 1 Confirmed 2004650268 - O - Workerder / Serial No.

Labour
Material number Status Total price [ Adier

WTY:FLATRATE oK 1 105.60 EUR
Enter the Serial No.

All Work Orders in this status can be retrieved from Status List “Open”:
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FUT?TSU THE POSEIBILITIES ARE INFIRITE

Home | Support | Logout

¥ e Service Calls (Open)
L Fi : i ice call
- Field Service Waorkorder [ SP-Ref: l:l Serial Mo | | RT: | | * e serice oA
i Technical guestion
o Workorder 5| SerialMo. 5| Customer 5 Date > | RT 3| Status 5| CallNumber 5 ] ] Status
b Translation Tacl QOSN022T0025 | YKKROD4EED g‘;’ﬁ‘ Siemens Computers: 4o e onoel o Open » Requested (0
: v Rejected (5
- Export 995002270036 | YEBLO22221 | Musterkunds, Muster 10.03.2009; 0 Open o 5
T —— 995002270078 | YKJWOOZZS0 | Melarie, lbar 12032009 0§ Open » Assigned (12)
p : ¥ Open (200

»2 DIFS for VM 995002270101 © VEBLOZZ241 g‘r‘#ﬁ" Siemens COMPUSrs: |2 02 onog: o Open T Fromes )
= Spares " .

2 995002270162 | YESGOOOIZT g‘;’ﬁ‘ Siemens Compuers: oo 0 ona: o Open » Double Flatrate Calls (0)
¥ Reports o 2 A L v Avaiting Immediste Sotion (0)
¥ Seftings 295002270246 | VESPODOSTI S 02.04.2009 0 Open + Repsi successiul (16)
= et memar QAsAN2TOAEN WYRRPONNARS SWeallksmemer Wllike N2 nda 2nna: n CirEn e Tr mlaim arvew 04T

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.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

- .
% W Workorder Detail O Actions |
i Field Service v Repair started
& Technical gquestion Call Date | Partner call number Current Status » Update service type
i Ersin 26032009 Oreer Confirmation v Orler parts
: . Customer ! Product P EL® v Return order
i Tranglation Tool B ) : :
b Export Fuw Siemens Compuers | KaB1 46657 214 » Change status
v Appointment arranged

w3 WWCH Mewvs Response Time i Date of Carriage i DIFS-Code .

o : : v Heep Material
== DIFS for WChi H .
- E Service Type SP | Service Type Customer » Caneel iorkorder

e Bringin | Bringin ¥ Mewy Camment
> Repottz - v Edit Reference Mumber
EEY i v Print wearkorder
RS CURREHT viIEwW: L L |

¥ Customer v Refresh page
== Help — " -

Condition . Symptom ction [] Detail Views

2 - Sporadic i H - Hard dizk - HW-Repair with Spare

i ¥ - Other v Call
1 - Hard dizk - internal : v Meszages
v Customer
+ Product

v Spares arder

orkarder History

Line temns v Syatem Histary

Material v Invaice

Material number Total Status Order Ho RET-Ho RET ReturnCode HKeepMaterial

BE037472 3 Proposed L]
SE037472 & Proposed SO04E49085 - D

84002154 1 Proposed 8004640064 - O O
24002154 1 Canfirmed BO04E50002 - O O

B3037472 5 BO04E49065 - O [] Adier

74002154 1 TTTIFTTE] BO04E4A0GS - O O

Erter the Serial Mo, ]

4.1.1.7 Order Details

You can see the PEC order number with using Button “Spares order” (marked red) or with clicking on
the word “Confirmed” of the concerned material (marked green).
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Home | Support | Logout

¥ weu Workorder Detail
Field Service e
|- Technical question Call Date Wi kT disr Partreer call number Current Status
|- Ersin 26 003 2008 GHEOOTIT T OrderConfirmation
I‘ T Tesd Cusormer i Harme Product ECS
L Eqor Fuiteu Siemens Comguters | o oo VKOG 46857 14
> WM Nerees Response Time repair teme Dafe of Carrbage FS-Coe
» DFS for WCM 9 L :
- Service Type 5P Service Type Customer
Brirgin Brirgin
3 Reports
» Selinge
CURRENT VIEW: SPARES onner I
* Customer
» Hep Ordler informatic:.
Order Ho: Company: [

Express Hame
Address: Harl-Schrz-Sir 17
3100 Pasdenbn
Coumrneg Dt ochiand

Phone:

In case of an ADEX Order you can see the return order number and also the order
on material status “Returned”:

FUT:’["I'SU THE POSSIBILITIES ARE INFINITE

v Repair s2aked

» Updats serace bype

v Cwder parts

v Rieturm order

5 Changs ststus

» Agporimert aranged
Ko Pl i

& Cance] Vnriorder

* My Cormmasnt

v Eill Reterancs Murmibar
v Frit wiorkorder

» Redresh page

L] Detail Views

» Gl

» WAL

¥ Cagormsr

* Prodhuct

» Spares order

® yorkorder Fistory
® Syetemn Hishory

* Irrvoeces

] Search for Workorder | Serial

number with a click

| material details

Material

Material number Description Date Status

FE03T472 HOD 380G SATL 300 7 2K ATCWDE000-52 27 03.2009 1342 Returned

Order location Total price CustomsDuty LSF Order How ordered
MR 1 7353 ELR O O] L] L]
Material Details .

Return Type: RO7 Warranty: |:| CRU: |:|
Return Materialnumber: G303 Limited Warranty: |:| Fit To Asset:
Return Humber: 1371265833

Return Code: Returnable:

imited Warranty Duration: 0 Fit To ErrorCode:

Product Hierarchy: HD = 70 GB - 830 GB

Order information Delvery address
Order Ho: S004643065 Company: hicroCat GmiH
[ Hame 10 Rohrincer .0,

Express
Address: Wieszengrund 10
923561 Berngau
Country: Devtschland

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.
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Line kems
Material

Material number Total Status Order Ho RET-Ho RET ReturnCode HKeepMaterial
BE03T4T2 5 Proposed - - L]
BE0GT4T2 5 Proposed SO04549065 - = L]
4002154 1 Proposed SO04649064 - ] - ]
54002154 1 Canfirmed SO04E50002 - ] - L]
BE03T4T2 5 Canfirmed 5004549065 - - ]
4002154 1 Confirmed SO04549064 - ] - L]
BE03T4T2 5 Despatched SO04649065 - - ]
54002154 1 CEETatET B004549064 8137126832 [ - L]
YL a L1 A A a1 (|

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 PEC as described in chapter 2, you can switch into PEC

with a click on the order number.
Here you can see the status of your order.

y X
. Order Collection Delivery
Shipment 8292170691 8006614077  2/2/2012 5:52:00 PM  2/3/2012 10:41:00 AM
UPS AWB 1Z009F0E6855587082 provider tracking...
Mroantoant
209 4 Rubber Foot, Lower Assy

4.1.2 Using Spares of own stock

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

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

Then proceed here:

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

FUT:IJTSU THE POSSIBILITIES ARE INFINITE

Options
Delivery Comment

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

¥ou selected the following spares.

Material number Description Entry Date

CDR DD DUMKY (ROHS) £ : ™
SHP: £3C40071641 O U2.04.2003 1 i ]

Setallty | Own Stock [w|

Ba03g464

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”.

Service Partners with additional agreement “High Availability Service” can choose additional delivery
options “High Availability Courier” or “High Availability Pickup” in PEC.
In Field: high availability/ Freezing contract number you have to select the Serial Number.

4.1.3.2 Parts 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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Home | Support | Logout

= WNICH
i Field Service
- Technical guestion

i+ Ersin

i+ Translation Tool
Lo Export
== WWCH Mewes

Call Date
09.03.2009
Customer

Response Time
u]

Workorder Detail

| Workorder

| 905002270015
| Hame

| Melanie, libor

: repair time
(o

| Partner call number

| Product
{ YEBDODOT09
i Date of Carriage

i Current Status
i Repairstarted

| ECS

L1018

| DIFS-Code

» DIFS fior WWiCh

Service Type 5P
Door to door

Service Type Customer

» Repair started

v Repair failed

v Update service type
» Repair successful

v Return arder

v Change status
v Appoirtment arranged

i Door to door

=k Spares v Keep Material

== Reports v Cancel Workorder

. Seftings CURRENT viEw: cALL I | |, ... oot

s Customer v Edit Reference Mumber
w Help Condition | Symptom | Action + Prirt wwarkerder

v Refresh page

[ Detail Views
B[]
v Call

. D - Digplay | Wideo
1 - Interference (stresk, flicker,
| tremble)

1 - Alvays (during processing) & - System exchanged (indirect)

E Order parts - Fuptsu |e(:hn|]lug‘3|r Solutions

| order parts

v WMeszages
FU [TSU THE POSSIBILITIES ARE INFINITE

v CLstomer

v Prociuct

v Spares order
v Wiorkorder History
v Systemn History

v Irvoice

[] search for Workorder / Serial
/J Change List Wiarkarder § Serial ha.

Spare Parts

Material number Warranty LSF RET ECS FTA  quantity

- manual selection

Manual input of spare part information.

hat-fdr:

4.1.5 Single Login to Partner Entry Channel (PEC)

4.1.5.1 User settings

To use the single login option for PEC, the user settings have to be completed by the PEC account data
of the Service Partner.

FUT?TSU THE POSGIBILITIES ARE INFINITE

Home | Support | Logout

E5 G User settings fuions
" Edlit rit st

£ Tiatoe User - Information
=+ DIFS far Wik Support ID: + Edit field zervice display
 Spares WCMACcount: 0 v Edit lineitems dizplay
=» Reports Company: WHHOE
= Settings Salutation:
i User seftings First Hame: HHHH
=x Cugtomer Surname: FOG

Department:
= Help Phone:

Fax:

Maobile: OO

Email:

Language:

Companylogo WM

{changes>}

WCMwWeb Supervisor: Mo

view workorder: owvn location




Service Operations [1ssue: May 2014 |WCM WEB User Manual — Warranty Claim Management Tool Page 68/ 128
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User Information

Salutation:

First Hame:

Surname:

Department:

Fax:

Mobile:

|
|
|
Phone: |
|
|
|

Email:

Language:

WYWCM Password

Support I0: _
|
|

new password:

repeat new password:

Press Button “NEXT”

FUI‘TSU THE FOSSIBILITIES ARE INFINITE

Wehsphere Password
WebSpherelD: _ |

Password: | |

Repeat password: | |

Other Users

Surname First Hame Support ID WebSpherelDd
Sporel Sascha I I
" Tester Test =chork




Service Operations [1ssue: May 2014 |WCM WEB User Manual — Warranty Claim Management Tool Page 69 /128

4.1.5.2 Spares Services

The Spare Parts Portal has been replaced by the Partner Entry Channel (PEC) in May 2012.

The PEC User Manual is available at:

https://partners.ts.fujitsu.com/com/service/general/service-spares/manual/Pages/default.aspx

PEC is reachable with the SPARES button in WCM Web.
PEC will open in a new Browser Window.
To use PEC it is mandatory to install "Microsoft Silverlight" on your PC.

D
FUJITSU

PEC - Partner Entry Channel

Spare Parts

Order or return Parts

N
Tracking

Track your orders

N
Order History

Lookup your orders

Contact

Questions? Contact us
Mail spares@ts.fujitsu.com

Welcome

FTS Maintenance Logistics welcomes you to the Partner Entry Channel
of Fujitsu Technology Soluticns. Here you can facilitate all business
transactions, such as orders, returns and delivery complaints, as well
as track processed orders and shipments.

News - Printing order confirmations
Please note
Order confirmations for orders generated in the Spare Parts Portal
have to be printed from the Spare Parts Portal. It is not possible to
print them from PEC.

3/28/2012 10:55:11 AM

Spare Farts
Under the functionality Spare Parts the following services are
available:

Order
Search and order spare parts, Quick order with known
matenal number

Return & Order
Combined warranty and defect return including order

Return
‘Warranty, defect and good part return

Complaint
DOA, Wrong Part in Box, wrong delivery

Tracking

Shipment tracking via the tracking systems of the transport providers

Order History

Order tracking and reprint documents


https://partners.ts.fujitsu.com/com/service/general/service-spares/manual/Pages/default.aspx
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4.1.5.3 Delivery priorities in Partner Entry Channel (PEC)

The available delivery priorities depend on the individual contract with FTS Maintenance Logistics.

© Order

Shipment Condition
@® Standard Express Emergency Courier Emergency Pickup Saturday Shipment

You have chosen the delivery priority "Standard".

Order items Total 454 EUR
Material No. Manufacturing No. Quantity Price Total Currency
34032015 C26361-K1015-C98 1 4.54 4.54 EUR
Next

©

Delivery

Details Company Address

Customer Reference

Additional Ref. (e.g. Workorder/Call No.) b e
Delay Order T gon
i Shipment Address
<M/d/yyyy= 15
Email

someone@sample.com

Phone
select... set as default

create.. edit.. delete
Next

If PEC is used for warranty calls, the return order has to be advised in WCM WEB or PEC separately
and the related order number is to be entered manually.
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' return order

FUﬁTSU THE FPOSSIBILITIES ARE INFINITE

Page 71/128

go to Warranty- or GoodPart-Returns

Al necceszary Returnorders have allready been crested (or no spareparts have been ardered].

Input field for Do&-, WPIB- and WDel-Complaints

Order Ho Material number Return-Material number

WFIE Whel

Note

I[f you leave the field "Ordermumber” empty, then automatically a suitable purchase order will be
selected. Othenwise you can conseguenthy enter a "Order Mo", then the return will be matched exacthy

with this purchase order.

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

Heaw ]

4.2 Repair Process

4.2.1 Repair started

If the spare part is available, the repair process can be started.

Finish

First step is to manually change the status into “Repair started” (open the Work Order Detail Actions:

“Repair started”):

FUT?TSU THE POSSIBILITIES ARE IMFINITE

Home | Support | Logouot

£ i Workorder Detail
i Field Service
i Technical guestion Call Date { Workorder i Partner call number i Current Status
e Ersin 20052009 i 995002270115 i OrderConfirmation
g . Customer i Hame { Product i ECS
i Translation Tool Fuitsy Si Comit R : R
: ujitsu Siemens Computers
L Expott cmiH Schark, Robert YHBEROS471T AR
B T e Response Time i repair time | Date of Carriage i DIFS-Code
w+ DIFS for WE o 0
= Service Type SP i Service Type Customer
[Pl Onsite ! Onsite
= Reports -
B SHillige CURRENT vIEw: AL L |
= Customer
= Help ? :
Condition : Symptom i Action
& - Environment - Cold i G- General {4 - HW-Repair with Spare
i 3 - System does not boot
P - Other

[] Actions
v Repair started
v LpcfEte Service type

v Oroler parts

v Return arder

v Change status

v Appointment arranged
v Keep haterial

v Cancel Wiarkorder

¥ Mlewy Commert

v Edit Reference Mumber
v Print sworkorder

v Refresh page

[] Detail Views

v Call

(R
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| repair started

FUﬁT‘SU THE POSSIBILITIES ARE IMFINITE

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:

FUﬁTSU THE POSGIBILITIES ARE INFINITE

Home | Support | Logout

% o Workorder Detail EE
i Field Service + Repair started
i Technical guestion Call Date | Workorder | Partner call number LG Statys » Repair failed
‘. Ergin 20.03.2009 | 985002270115 { Repairstarted + Update service type
{.. Translation Taol Customer i Hame ! Product v Repair successiul
W pe— g”"m Siemens COMBUErS ook, Robert | YKBXO4717 Yy » Order parts
m v Return order
= WWCH Mewys Response Time i repair time ; Date of Carriage i DIFS-Code
0 : 0 : . v Change status
»r DIFS for Yo o i
Service Type 5P | Service Type Customer » Appoirtmert arranged
> SgEEs OnSite { onSte + Keep Material
»» Reports - v Cancel Workorder
i ey C rit
i Seftings CURREHT VIEW: CALL » e Comme
e Customer v Edit Reference Mumber
# Help v Prinit warkorder
Condition Symptom Action » Refresh page
A, - Enwironment - Cold i3 - General i 4 - HA-Repair with Spare
{3 - System does not boot
{ 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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FUT?TSU THE FPOSSIBILITIES ARE INFINITE

Page 73/128

| repair successful

Information
Condition
& - Environment - Cald 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

E Error Code System - Fujitsu Technology Solutions

M=%

Condition Symptom Action
0 - Failz from initial power on A - Battery / Accu # - Other 0 - Mo Defect Found / Functional Check anly
1 - Alwaps [during processing) B -Board / Ram / internal 10 1 - Explanation to custorer
2 - Sporadic C - Communication / external 10 3 - Ship customer replaceable unit
3 - Under high Load D - Display / Video 4 - Hw'-Repair with Spare
4 - During mechanical adjustment/movement E - Removable drives / changer 5 - H'w'-Repair wo Spare
5 - During start up G - General 7 - Hw-Repair and info to Partner
E - During switch off H - Hard disk A - Sw-Reload
7 - During Standby mode k. - Input device B - SWw-pdate
8 - During Configurationdlnstallation M - Mon technical C - BIOS firmware update
9 - Enwvironment - Wibration P - Power / Chassiz [ - Driver Update
A - Environment - Cold 5 - Software / 05 E -¥irus removed
B - Environment - Hot T - Sound / Audio F - Operating System reinstallation
C - Enwironment - ‘Wet £ - Security J - ConnectorAJumper re-fitting
[ - Erwironment - Dusty M - Customer Application support
E - After H'w' upgrade M - Muodification requested by manufacturer
F - After 5w/ /Driver/05 update 0 - Defective Spare
G - Damaged / dropped P - Cost estimate
# - Mot Applicable £ unknown 2 - Wil not switch on [LED not [it] O - Return to customer without Repair
3 - System does not boot R - Muodification requested by Servicepartner
4 - Beep code 5 - Fonwarded esternal
5 - Auto spstem off £ reboot T - Fomnwarded internal
B - System crash Ul - Forwarded external with S pare
7 - System freeze ¥ - other
8 - System not able to shut down
3 - Cozmetic problem [zoratched., dirty...]
A, - Dperating problem. ermor
# - Other
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FUﬁ‘I’SU THE POSSIBILITIES ARE IMFINITE

repair successful

Information

Condition Symptom Action
B - Environment - Cald G - General 4 - HW-Repair with Spare
E Cod
frort-ode 3 - System does not boot
X - Other
Condition Symptom Action
= | A-L - Environment - Cold G- - General 44 - HW-Repair with Spare
E Cod dit
frort-ode € 3-3 - System does not boot
X-¥ - Other
Test Test Test
Solution Mandatory field! Has to be filled!
Call Accepted: 09.09.2009 |[:]‘5_§i' H |12 vl 51 vl
Quit Back Hext Finish

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 and a second repair activity is necessary, another workorder may
be claimed. 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. The former
process to claim double flat rate for help desk assigned workorders was abandoned. Since 16.04.2012
the Service Desk Approval process can be used. See Service Desk Approval process for repeated
repairs chapter 3.5.2.2. A model case is explained below:

Example: Repair fails because the spare part was defective:
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1. Initial State: A Workorder was created and one spare part is ordered by ADEX Order

FUjiTSu

v

Home | Support | Logout

& WCH

- Field Service

Workorder Detail

+ Repair started

2. Repair failed: To document the situation for your own overview it is possible to change
the status to repair interrupted and enter a reason to the Workorder. This step is optional.

- Technical question Call Date Workorder i Partner call number i Current Status » Update service type
b E 04.05.2012 995003693439 : | SparesOrdered » Order parts
. Customer Hame i Product i ECS r Return order
-+ Translation Tool -
o B E'.“’.‘s.“ Tecnology SOUtONS . yziora, Georg YKDT049995 H214 + Change status
sion » Appointment arranged
= WCH News Response Time repair time Date of Carriage DIFS-Code Keen Hateral
: + Keep Materia
48 0 P- H
*+ DIFS for WCM Z i A
i Service Type 5P i Service Type Customer » Cancel Workorder
e Bringln { Bringln + New Comment
=» Reporis . + Edit Reference Number
i Print kord
B i CURRENT VIEW: CALL I | orerder
#+ Customer » Refresh page
22 Help : :
C i Symptom : Action
2 - Sporadic H - Hard disk 4 - HW-Repair with Spare

i 2 - Noise / Vibration
i 1 - Hard disk - internal

r Messages

Problem Description
asdfasdfsadfsadf

+ Customer
+ Product
» Spares order

Line ltems
Material

Material number
34003251
34003251

Labour

Material number
WTY:FLATRATE

Status
Proposed
Confirmed

Status
oK

+ Workorder History
+ System History

v Invoice

Order No RET RET-No
8006605323 -
e v [0 search for Workorder / Serial
sooes0sazs [ -

Workorder / Serial No.
price
51.00 EUR

Enter the Serial No

Fuffrsu

Home | Support | Logout

N

¥ wel
Field Service
Technical question
Ersin
- Translation Tool
Export
» WCM News
# DIFS for WCM
» Spares.
# Reports
* Settings.
# Customer
= Help

Workorder Detail il
* Repair started
Call Date i Workorder Partner call number Current Status » Repair failed
04052012 RepairStarted » Update service type:
Customer i Product ECS + Repair successful
;Imlsu Technology Solutions { Kandziora, Georg YKDT049995 2H214 + Order parts.
risien + Return order
Response Time pair time Date of Carriage DIFS-Code
H + Change status
42 L -
Service Type SP Service Type Custamer 4 arranged
Bringin Bringin » Keep Material
[ & change status - Fuiitsu Technology Solutions @E@.
CURRENT VIEW: CALL ‘
change status -
| FufiTsu
Condition + Symptom Action
2 - Sporadic i H-Hard disk 4 - HW-Repair with Spd

f 2- Noise / Vibration
{1 - Hard disk - internal

Repairntarruptsd -

Change status to

Spare Part defective| -

Problem Description
asdfasdfsadfsadf

Comment

Material number  Status Total  Order Ho RET RET-No
34003251 Proposed 1 8008605323 -
34003251 Confirmed 1 swssoszzs [ -
34003251 Returned 1 3006605323 3139711197
Material number  Status Total  price
WTY FLATRATE oK 1 51.00 EUR

©2012 Fujisu Technology Solutions | imprint | Privacy poicy | Terms of use

/' Vertrauenswiirdige Sites | Geschiitzter Modus: Inaktiv

|Fertig ®100% v |
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3. Return of defective material by DOA return order:
Choose action Return Order and go to complaint

FulTSY

Mot | Segpet | Legow A
w

s wex
Tont Serven

 Tasean e

v b
- Ve T

Workorder Detail

[T

o A L

Page 76/ 128

20 W0 cumgemet [UA WA (Ten

wout et b (k. TV ent V0w {amglaers.

- Vs o momra-

pderrunber” ompty, Ben sutomed

8 CONBOONt erer &

B il 0 matched uacty

4. Confirmation of complaint order and related return order are updated in WCM WEB

FUjiTSU

Home | Support |

% WCM
i Field Service
Technical guestion

Ersin

Translation Tool
Export

== WCM News

= DIFS for WCM

#* Spares

#* Reports

*+ Settings

++ Customer

=+ Help

Logout

Workorder Detail
| overview |

[1 Actions

+ Repair started
» Repair failed

CURRENT VIEVY: €A L L |

ECS . .
Conditi Symptom Action
2 - Sporadic H - Hard disk 4 - HW-Repair with Spare

2 - Noise / Vibration
i 1 - Hard digk - internal

Problem Description
asdfasdfsadfsadf

Line Items
Material
Material number
34003251
34003251
34003251
34003251
34003251
34003251
34003251
34003251

Status
Proposed
Confirmed

Order Ho

2008605323
8006605324
2008605323
2008605324
8008805323
8008605324

Confirmed -
2135711198
2135711187
2135711198

Despatched
Despatched
Returned
Returned

ooooooos

8139711197

Returned 2006605323

Labour
Material number Status Total price
WTY FLATRATE oK 1 51.00 EUR

Call Date Norkorder i Partner call number t Current Status

04.05.2012 995003693439 i SparesinDelivery + Update service type
Customer Name { Product { ECS * Repair successful
Fujtsu Technology Solutions .\ 4 iora. Georg VKDT048995 2H214 + Order parts

Divizion + Return order
Response Time epair time Date of Carriage DIF 5-Code

2 : » Change status
Service Type SP i Service Type Customer '

Bringin i Bringin + Keep Material

t arranged

» Cancel Workorder

+ New Comment

+ Edit Reference Number
v Print workorder

+ Refresh page

» Messages

» Customer

+ Product

+ Spares order

» Workorder History
» System History

+ Invoice

[] search for Workorder / Serial

Workorder / Serial No.

Enter the Serial No.
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5. Repair Successful and To Claim

:r call number

ct

49995

» Claim Workorder

+ Repair failed

Current Status

RepairSuccess ful v Update service type
ECS v Repair successful
FHZ14 v+ Order parts

» Return order

Page 77 /128

Fujfrsu

Home | Support | Logout

£ WCH

- Field Service

- Technical question
Ersin

- Translation Tool

- Export

= WCM News

=» DIFS for WCM
= Spares

** Reports.

=+ Settings

=+ Customer

=+ Help

s

Workorder Detail
| overview . |

Call Date i Workorder Partner call number i Current Status
04.05.2012 995003593439 ToClaim
Customer Name Product ECS

E“N{EE nT“h””'”gy Soltons : . gziors, Georg YKDT049995 2H214
Response Time repair time Date of Carriage

DIF5-Code
a8 ;
Service Type SP

0 -
Service Type Customer
Bringln

Bringln

CURRENT ViEW: A L L |

s

Symptom Action

H - Hard disk 4 - HW-Repair with Spare
2 - Noise [ Vibration

i 1-Hard disk - internal

2 - Sporadic

Problem Description
asdfasdisadfsadf

Hard Disk exchanged

Line ltems

Material

Material number  Status Total Order o RET RET-Nlo Orderlow|
34003251 Proposed 1 8006605323 -
34003251 Confirmed 1 BoosR0sazd [ - O
34003251 Confirmed 1 zoossosazy [ - O
34003251 Despatched 1 2008805324 []  g13o7111g8 O
34003251 Despatched 1 2008808323 []  g13e7111e7 [
34003251 Returned 1 3008505324 v - O
34003251 Returned 1 8008505324 8139711198 O
34003251 Returned 1 - O
34003251 Returned 1 8008505323 8139711197 J
Material number  Status Total price

WTv-FLATRATE oK 1 51.00 EUR

+ Reset To claim
r New Comment
» Print workorder
+ Refresh page

[ Detail Views

v Call

+ Messages

+ Customer

» Product

+ Spares order

+ Workorder History
+ System History

v Invoice

[] search for Workorder ! Serial

Warkorder / Serial No.

Enter the Serial No.
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6. Accepted by Validation Center after defect parts are returned

Fuffrsu I |

Home | Support | Logout

B ar Workorder Detail
: rtsathe o — =
Technical question Call Date i Workorder Partner call number { Current Status il Vi
Ersin 04.05.2012 995003693439 ClaimécceptedByVC v Cal
Translation Tool Customer Name Product ECS » Messages
Export g‘i‘ji:::“h”"‘““ Solulions . naziora, Georg YKDT049985 | 2H214 » Customer
2 VICHM News Response Time ! repair time Date of Carriage | DIFS-Code + Product
43 i 0 - H *+ Spares order
*» DIFS for WCM 8 : "w N
o — Service Type SP Service Type Customer + Workordar History
pa Bringln Bringln + System History
# Reports + Invoice
¥ Setings CURRENT VIEVV: CA L L.
# Customer [] search for Workorder i Serial
ECS
= Help pecs |
Condition Symptom Action Workorder / Serial Ho
2 - Sporadic ! H- Hard disk ! 4. HW-Repair with Spare
i 2- Noise / Vibration H
i 1-Hard disk - internal

Enter the Serial No.

Problem Description
asdfasdfsadisad?

Hard Disk exchanged

Line ltems

Material

Material number Status Order No

34003251 Proposed 8006605323

34003251 Confirmed B06605324

34003251 Confirmed 2006605323 -

34003251 Despatched 8006605324 8138711198
34003251 Despalched 8006605323 2139711197
34003251 Returned B006605324

34003251 Returned B006605324

34003251 Returned

34003251 Returned 8006605323

Labour

Material number Status price

WTY:FLATRATE oK 51.00 EUR

Ooooooodo

7. Claim for 2nd Flat Rate:
7.1. Open a new Service Call for 2nd FR via HDA.
7.2. Select the reason for the repeated repair.
|

Fujirsy I

Page 78/ 128

Home | Support | Logout

¥ wew Service Calls (Assigned)
Field Service Workorder /SPRef. [ | SerialNo: RT. » G5 servies cal

Technical guestion

Workorder = Customer = e T —
m -
Translation Tool aad AT Requested (0

Export & new workorder - Fujitsu Technology Solutions
e tewis ‘ new workorder
=+ DIFS for WCM FUJITSU
*r Spares
=+ Reports YKDTO42995

»» Seftings

*+ Customer
Workorder -5 Problem Description Solution

=+ Help =
04.05.2002 995003693428 asdfasdfsadfsadf.. Hard Disk exchanged.

Repeated Repair
Another workorder for this asset has been created recently. Flease select the reason for the repeated repair and add an explanation

Please Select

Please Select

wrong part in box
wrong part delivered
wrong spare part proposed
else unsuccessful repair

new failure

« Vertrauenswiirdige Sites | Geschiteter Modus: Inaktiv

Email:
W Cm-support

fujitsu. com
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[ = L\"_:_,w workorder - Fujitsu Technolagy Solutions E@u
new workorder B
FujiTsu

YHDTD42925

System History

Call Date Workorder Problem Description Solution
04.05.2002 95003593439 2ZHZ214 asdfasdfsadfsadf..

Hard Disk exchanged..

Repeated Repair

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

defect spare part -

Spare Part didn't work]

7.3. Select Action Code O ,defective spare®

FUjiTsu

Home | Support | Logout

B GEL Service Calls (Assigned) W) C=s
t- Technical question
- Workorder = SerialNo. £ | Customer Date 2 | RT2 | stams2 | Ecs 2
m 3 "
ansiation Too! No Workerder found N » Requested (0)
o Export @& new workarder - Fujitsu Technology Solutions =[E] = |
= WCM News " new workorder B
+ DIFS for WCM FUJITSU
s Spares
B PRy L
= Settings -
= Customer Information
- tep Conaition Ssymptom Action
Error Code - = =
@ Error Code System - Fujitsu Technology Solutions =
£CS Plus (DIFS Code) | Condition | Symptom Action
i

A - Battery / Accu
B - Board / Ram / intemal 10 2 - Hard disk - extemal
- Sporadic C - Communication / extemal 10 X - Others

0~ No Defect Found / Functional Check nly
2 - Bectrical. mechanical refiting (e.. Jumper. cable.

3 - Ship customer replaceable unit - CRU
) 3 - Under high Load D - Display / Video 4 - HW-Repair with Spare
Probiem Description: 4 - During mechanical adjustment/movemert E - Removable drves / changer 6 - System exchanged
5 - During start up G - General

C - BIOS Aimware update
6 - During switch off

D - Driver
7 - During Standby mode K- Input device om renstaliation
service partner reference 2 - During Configuration/Instaliation N - Nen techrical C dfication requested by manufacturer
number

5 - Environmert - Vibration F - Fower / Chassis
A - Emvirorment - Cold R - Disk amay / RAID
order spares § - Environment - Hot S - Software /05
C - Ervironment - Wet T - Sound / Audio
D - Envirormert - Dusty 2 - Security

E - After HW upgrade

F - After SW/Driver/0S update
G - Damaged / dropped

X - Not Applicable / urknown

1~ Hard disk is not recogniz
2- Noise / Vibration

3 - Write, read error / defective sectors
4 - Poor performance

D - Driver problem

M - Mechanical problem
1 Vg mesos
X - Other

@ 2012 Fujtsu Technology Solutions | Imprint | Privacy policy | Terms of u;

7.4. Go to Next without ordering spare parts. Don’t order spare part
b " accept workorder |4
FUjiTSu ?

@ Accept workorder - Fujitsu Technology Solutions W

-~
Accept call
Accept call?

Partner call number. 20 characters avaiable

order spares? @ Yes @ No
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7.5.

Wait for Approval from Help Desk

FujiTsu

Home | Support | Logout

% WCH

i Field Service
Technical question
Ersin
Translation Tool
i.. Export

= WCHM News

** DIFS for WCM
»» Spares

¥ Reports

»» Seftings

** Customer

=+ Help

7.6.

Repair Start, Repair Successful, Claim Workorder |

Service Calls

Workorder / SP-Ref:

L1

Workorder =| SerialNo. 5| Customer 2| Date 2 | RT 2| Status 2 ECS 2
HDApprovalPending

Serial No.:

FUlITSU

[] Actions
» New service call

Page 80/ 128

» Requested (1)

» Rejected (0}

» Assigned (0)

» Open (1)

» In Progress (20)

» Double Flatrate Calls (0)
» Awaiting Immediate Action (0}
» Repair successful (0)

» To claim error ()

» Claim Workorder (4}

» Validation center (1)

» VC Revised Claims (0)

o | Suppar | Logeat
5 wem
PRI St

Workonder Detail

B Repar maecba Fophms Desbraiogy Lokdmey

()
O

FUTSL
e R e

repal succasaful

LR
W R
g

L

e

Aot

| Mgl

Workorder Detail

s | S | Lugost
® Workorder Detail ECT
o o —————
Lt J'\
= FINITSU
= e el
P ve— riorna | Supped | Lo
= b
= Dl e Workorder Deta E
i D
= = —— ———7—— EECTN
- [ T « Mgt
[rge—er— - o - - STy . :
O B
= . = e 1 gk
b Bagerty + e
e e
" o (1] ot b i v |
. e a
- T a
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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 ADEX related orders please return by using the prepared Part Return Form on which
you note “unused”.

» Repair started

v Lpdate zervice type

v Drder parts

» Return order

» Change status

» Appointment arranged

b Cancel Workorder

k Mesny Comment
» Edit Reference Mumber
» Print wworkaorder

+ Refresh page

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

' cancel workorder

FUﬁTSU THE FOSSIBILITIES ARE INFINITE

Cancel WO

Please enter the reason for canceling this Warkorder. Pleaze select W

Pleaze select

End customer cancelation

FCO not accepted by SP

WO not accepted by SP

oot of wearranty, customer refuses repair fee

Only for Testcazes

4.4 Returning Spare Parts

4.4.1 Return order advise

Before sending parts back to FUJITSU Warehouse in Sommerda, you have to advise the return in
WCM.
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4.4.1.1 ADEX Orders

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

Regarding the physical return process, please keep in mind the differentiation between RET-/RP-parts
and N*-parts:

R* parts Returnable spare parts with return code R* (WCM code is RET) can be advised and sent back for
all types of returns.

N parts Non-returnable defect spare parts out of warranty with return code N may neither be advised nor
returned. These parts can only be bought in case of out of warranty.

If spare parts are faulty and under warranty, they must be advised in order to get a credit, but on
no account should they be returned.

Unused spare parts (good parts) can be advised and returned if they are in the original packaging
or the original ESD packaging is still sealed.

NV parts ‘NV’_parts are those consumables with low value, or fuses, service or maintenance tools,
rechargeable batteries and batteries, cables, firmware and software and they must not or cannot
usually be returned.

If spare parts are faulty and under warranty, they must be advised in order to get a credit, but on
no account should they be returned.

Detailed return terms are shown in the Maintenance 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 in maximum 6 parts, the return
order number is created with the order already. The part return notification is done automatically and the
return order is created already. The Part Return Form is included in the shipped package. Additionally it
is available from PEC.

In case of Non ADEX orders you advise the return as follows:

4.4.1.2 Orders with more than one part

In case of Non ADEX orders (e. g. if more than 6 parts have been ordered) you advise the return as
follows:

FUﬁTSU THE POGSIBILITIES ARE INFINITE

Home | Support | Logout

% WM Workorder Detail O Actons |
i Field Service + Repair started
i~ Technical guestion Call Date | Workorder | Partner call number | Current Status » Update service type
. Ersin 24.02.2009 | 995002264908 | MCST-512681 | SparesinDelivery ¥ Oroer parts
g ) Customer { Hame ¢ Product | ECS » Return order
i+ Tranzlation Tool : : :
i Export o | YH3U15E348 10284 ' 3”93 A=
v Appointmert arranged
> WWCH Revws HESpONSE 11Ime i repair time : Date of Carriage i DIFS-Code .
0 : 0 : : » Heep Material
= DIFS for YWiCh i
s Service Type SP | Service Type Customer » Cancel Workorder
L=l Bringin { Bringin » Mevy Comment
== Reports v Edit Reference Mumber
i Pririt (algs]
# Setfings CURREHT vIEW: AL L |y | erHETEEr
== Customer r Refresh page
»x Help ? i
Mfanddinan i B i Aedinn

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


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

FUﬁTSU THE POSSIBILITIES ARE IMFINITE

HDD 12058 SEAGATE ST 20522485
v

B e e 000000000034005529 MIRO O]

Order Ho Return-Material number

| | 000000000034005629

GoodPart
.
De=scription Material number Order Location
HOD 12058 SATAMOB 5 4K WD [
' v

e bttt 000000000034006892 MIRO O]

Order Ho Return-Material number

| | 000000000034006592

GoodPart
]

Input Field for Good Part Return or additional used spares

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

GoodPart
O]

Quit Finish

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

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

THE FOSSIBILITIES ARE INFINITE

S

E

>

-

B

-

-

-

-

WCH

- Field Service

b Technical guestion
i Ersin

i Translation Tool

i Export

WWICH ey
DIFS for WiCh
Spares
Reports
Settings
Cuztamer

Help

FUTOITSU THE FPOSEIBILITIES ARE INFINITE

Home | Support | Logout

Workorder Detail
| overdiew

Call Date | Workorder i Partner call number Current Status
07 .05.2009 | 995002281078 j CrclerConfirmation
Customer | Hame ! Product CS5

gﬂ:}sﬁ Siemens CompLisrs Schork, Robert YHOB14E670 Hit1 2
Response Time repair time Date of Carriage DIFS-Code
Service Type SP Service Type Customer

Bringln £ Bringin

CURREHT IEW: L L |

Condition Symptnm Ar.‘tlnn

2 - Sporadic H - Hard dizk : i 4 - HW-Repair with Spare
i b - Mechanical problem
i 1 - Hard disk - internal

Prohlem Description

sdalzalfhidhflhikhflakfatzkashfkesif

Line ltems
Material

Material number Total Status Order Ho RET-Ho RET BReturnCode KeepMaterial
BE037472 1 Propozed 004649961 - - O

BE037472 1 Confirmed 004649961 - 0 - ]

8057472 1 BO04649961 5137126962 - O

Labour

Material number Status Total price

WY FLATRATE a8 1 40,50 EUR

| material details

-
=
=
o

g

wH|

Material

Material number

037472

Order location
MR

Return Type:

De=scription Date Status
HOD 0GB SATA 3007 2K AADCANDE00J0-52 07.05.2009 14:30 Returned
Total price CustomsDuty LSF Order How ordered
1 7353 ELR O O L] L]
Material Details
Warranty:
Limited Warranty: |:| Flt To Asset:

Return Humber:
Return Code:

Return Materialnumber:

KIEO

< 8137126962 }imited Warranty Duration: 0 Fit To ErrorCode:
Returnable:

Product Hierarchy:

HO = 70 B - 50 GB

Order Ho:
Express

O

Order information Delvery address

004649951
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Click on the return number and you will be transmitted into PEC. Here you can print the PRF form, for
sending back the defective parts (see chapter 4.4.2). The part return form is available for printing up to
10 days.

4.4.2 Physical part return

4.4.2.1 Print Part Return Form

For the physical part return it is necessary to enclose the Part Return Form (PRF-Form).

It can be printed directly from WCM WEB using the Icon next to the Return Order Number.
-{C"Amm Ig ttps://bic ji 39884533/ FO3B726BAC BCOEBABE7D539DICE28D2/ documen - Fujits.. (= B ]

Home | Support | Logout
Return Order Confirmation Warranty
8 0E Workorder Detail
- Fiekd Service
i~ Technical question Call Date Warkarder Partner call number Current Status || Defivery Address: ”""”lm m”lll“ll”lml””H”l‘l
Ersin 0210712012 995002851143 SpareshDelivery Fujtsu Technology Solutions GmbH
) Customer Name Product ECs Spares Retum Center
Translation Tool Rampe 1718
Eowh I YLDN183906 1124 ees
= WO News Response Time repair time Date of Carriage DIFS-Code T on emerda
=T 0 0 04.07.2012 123 o
- Service Type SP Service Type Customer
i) CollectaReturn CollectaReturn
B el customernr- [ NN Created On: 07/02/2012 16:18:00
& Settings CURRENT VIEW: CALL Customer: Return Order Nr. 8138884538
bz RMA Nr.: DEAS139884538
¥ Help
Condition Symptom Action
1 - Always (during processing) K- Input device 4 - HW-Repalr with Spare User: ]
1 - Not recognized Phone:
2- Mouse / Touchpad Fax
E-Mail:
Problem Description
HOTWORKING TOUCHRAD Additional Reference 995003851143
Customer Refersnce:
DIFS - General Information dentity Ne- (LDN183908
DIFS Code 123
System operating time (days) 0
Tool Version
Inventary checksum ok 0 Material-Nr. / Part-Nr. Quantity Credit Price
Number of errors found 0 Deseripion
38017727 FUJICPS15832-XX 100 000 EUR
ECS Plus (DIF§) UPPER ASSY GLOSSY BLK (NCL TP, SPEAK )
Symptom Location Problem Description Comm./imp.code no. 733080000
Cp—— Parts and accessories of automatic data-processing machines or for other machines of heading 8471, n.e.s. (excl.
slectronic assembles)
Line items
] Total Credit (VAT not included): 0,00 EUR
Material number  Status i RET LSF Orderflow RET-Ho
semrrar Confirmed oo - y Please do not retum the part. Scrap this part locally aceording to the contractual agreement
38017727 Despatched - o o 8129634535 [pdf]
38017727 Returned [HE| 81239884536 [pdl]
38017727 Proposed O 0O _

Matarial aumbar

© 2012 Fujitsu Technology Solutions | Imprint | Privacy policy | Terms of use

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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4.4.2.2 Order Tracking

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

FUﬁTSU THE POSSIBILITIES ARE INFINITE | material details

Material
Material number De=scription Date Status
E037472 HOD 0GB SATA 3007 2K AADCANDE00J0-52 07.05.2009 14:30 Returned
Order location Total price CustomsDuty LSF Order How ordered
MIRO 1 7353 ELR O O] L] L]
Material Details .
Return Type: R46 Warranty: |:| H |:|
Return Materialnumber: Limited Warranty: D
Return Humber: < 8137126962 }imited Warranty Duration: 0
Return Code: Returnable:
Product Hierarchy: HDv = 70 GB - 30 GB
Order information Delivery address
Order Ho: S004649967
Express |:|

Enter Order Number
B139832882 Search

Shipment not shipped vet ‘;’{"3‘3832832 Collection Detiveny Date
In progress AWE not available not available
Content
000010 38016179 1 Heatsink Assy (Incl. Fan And Pads)

Here as well it is possible to reprint the Part Return Form. PEC Users check the order history for the
related Return Order Number, mark the displayed line and press the button “pdf”.

Order History

Material No., Order No., Counter Mo, or Reference ) Orders (® Returns () Any from 10/05/2012 15

Search
8139832882 [ oniy Open Orders to 10/05/2012 15

(@] rde rs emortpare.. track..

Return Order 8139832882

Customer Ref.: RALZ04826-sTm Counter No: DECE8139832882 Markus
Date: 10 May 2012 Inwoice Mo 70567 Stuttgart-Fasanenhof

Add. Reference: 995003815602 Allocca
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4.4.2.3 Return Code registration

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

HIBEREEEREREEE R R

Iterm Twpe™ | Matarial Description Order Lacation |Return Cod|Order Number|Asseat Fit

FR e VT FLATRATE e}

MATD a0o00onoo03s8001506  |WGA ASLIS EMTI00SE B45256MB Dl-1 TVOUT ] 2003708594
0000000000328001326  |MB MSI ME-T293 VP PATA SOCKET 775 ] 2003708594

MATO a0o00onoo03s001506  |WGEA ASLIS EMTI00SE B45256MB DVI-l TVOUT ] 2003708594
000000000028001326  |MB MSIMS-T293 VP PATA SOCKET 775 ] 2003708594

MATP a0o00onoo03s001506  |WGEA ASLIS EMTI00SE 64/256MB DVI-l TVOUT |FSC MIRC & 17131838 il
a00000000038001326  |MB MSIMS-T293 VP PATA SOCKET 775 FECMRO & 17131938 X

MATR a0000o0000038001326  |MB MSI MS-7293 WP pATH SOCKET 775 g (GOOD 81354974821 X
a0o00onoo03s001506  |WGAASLIS EMTI00SE B45256MB DI-l TVOUT E [DFC 81354974484 X

Line item details in WCM WEB:

| material detalls

FUﬁ‘I‘SU THE POSSIBILITIES ARE INFINITE

Material

Material number Description Date Status

BE03T460 HDD 250G8 SATA 300 7 2K MWDCOWDZS00)s 11.08. 2009 14: 45 Refurmizd

Order location Total price CustomsDuty LSF Order How ordered

MIRO 1 145,10 EUR ] ] ] ]

Return Type: R4E Warranty: [l CRLU: L

Return Materialnumber: Limnited Warranty: |:| Fit To Asset:

Return Humber: 213712718 Limited Warranty Duration: 0 Fit To ErrorCode:
{ﬁeiurn Code: Goo D_) Returnable:

Product Hierarchy: HD = 130GE - 250GE

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

YR Article Code
— Type
= CH Mevys Tatal
: price
b
DIF S for YyiCh Customer
= Spares RET
. ; LSF
o Crcler Moy
= Settings v Edit account seftings Status
- v Edit field service display Order No
Uzer settings e : RET-Mo
= Customer b EAEINEnER SRy Heephaterisl
b SUperizar FeturnType
e ReturnCode

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

WK

i Field Service

i Technical guestion
i Ersin

i+ Tranzlation Tool
Export

w3 WCH Mleves

=+ DIFS for WiCh
= Spares

=+ Reports

= Settings

»r Customer

== Help

Line tems
Material

Workorder Detail

4G D

| Date of Carriage

| DIFS-Code

v Reset To claim
+ Py Commert

Service Type SP
OnSite with preclarif. 45h perf.

| Service Type Customer .
| OnSite with preclarit. 48h perf.

F Call

v Messages

CURRENT viIEW: C. L L |

Condition
1 - Alwways (during processing)

| Symptom
{3 - zeneral
2 -Will net sweitch on (LED not i)
§ ¥ - Other

i hction

{4 - HRepair with Spare

v Customer

v Product

v Spares order

v Workorder History
v System History

¥ Invoice

Call Date | Workorder | Partner call number | Current Status

07.01.2009 | 995002135562 § ToClsim + Edit Reference Mumber

Customner | Hame | Product | ECS » Print weorkorder
CYHITON0144 Gz » Refresh pags

Response Time repair time

[ Detail Views

Material number Total Status
4009635 1 Propozed
34009670 1 Propozed
34009635 1 Proposed
Ge0a7T112 1 Propozed
34009635 1 Confirmed
34009670 1 Confirmed
34009635 1 Confirmed
g5037112 1 Confirmed
34009635 1 Despatched
S4009670 1 Despatched
34009635 1 Deszpatched
g3037112 1 Despatched
34009635 1 Feturned
2ANN2ETN gl FPati vmard

Order Ho

004515429
2004803725
2004735314
004757442
2004818429
2004303725
2004736314
004757442
20048158429

RET-Ho

81375415891

GO043057 25

oy RGN |

0047963514

137514580

004757442

8137503872

00451 3423

1375341591

anndan2 T e

24 2T 020

R
-

JEORHEOORRDOOER K E

ReturnCode HKeepMaterial

DFC
DFC

Goon

Joobodooooooodd

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

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.

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
PEC should be used. Defective part return will be credited with a ‘residual credit’, if some applies to the
part. At the PEC start page navigate via ‘Spare Parts’ to ‘Returns’ and choose ‘Return Defective’.
Detailed information is available from the PEC Manual chapter 4.3.2.

4.4.5 Return orders for Work Orders after 30 days

For each material (N* and R*-parts) in WCM WEB return orders can be created within 30 days after the
repair start date, including order number, ordered material and returned material number. To insure full
material credit is granted, it is recommended to acknowledge the regional deadlines for part returns
which may be shorter than 30 days. Please refer to the deadlines mentioned in previous chapter.

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 30 days), the MIRO Warranty check result is
negative and a new warning message appears in PEC:

“WCM-Error (Work Order older than 30 days No return order allowed)”

1). .
value set April 2011

FUﬁTSU THE POSSIBILITIES ARE IMFINITE return order

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

FU]:?TSU THE PRESORILITINS RNE DRFIRITL

Home | Support | Logout

7 oM Workorder Detail ] Actions |
Fiedd Service b e WROr R
Teckracal question Call Date Workorder Fartner call rusm Current Salus + Rupar inled
Ersin 4 03 2009 RSO TeztRob FepaeSucoessi v Update service type

- Transistion Tool Cusiomaar Hamsn TT— lL‘: ) * Repa LE e 28]

— Bxpeort HEsponse | ime repair Lirme Oate of Carriage DIF 5. Code . - Joor

3 VAW Flewrs 45 0 v 1

¥ DIFS Tor Wil Sarvica Type 5P Service Typa Cuslodner .

W) Zaren nSle 45h perdrEmance rishe 45N performance

¥ Reports

> Settings CURRENT ViEw: CaL L (I

o Clstomes » e

¥ Hel oty Syrnplom Action

WEYS [(DUFING ProCessng E.'-!"'l'ln'l'."""l ) 4 - H*Y-Fepalr with Spare Dmm
Ca
Confirmation - Product Warranty Return
Delivery Address:
Fujitsu
Spares Supply Center
Rampe 17 + 18
Erfurter Héhe 8
99610 Sémmerda
Germany
T T
Customer Nr.: 001127 Return Order Nr.: 8134353808
Customer: ] RMA Nr.: DECB134353898
N
GmbH
Germany
User: Webservice WCM
Phone: +49-(0)1805-003 1N
Fax: +49-(0)3634-330
E-mail: spares@fujitsu-siemens.com . R
pares@fu Service Partner Claim
Your Reference: TestRob i Re'erence recorded in
Additional 995001400007 -
reference: WCM WEB by Service
Identity Nr.: YBCM234345 Partner.
Defect Type:
Material Nr. / Part Nr. Quantity Credit Price
Description
88031660 / WDC:WDS00BB 18T 78.97 EUR
HDD 80GB ATA T ,2K
Total Credit (VAT not included): 78.97 EUR
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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

FUT?TSU THE POSSIBILITIES ARE IMFINITE

“BT- 2D BATTERY UMIT (BCELL

D1 sa00mar £ FLECP261 94530 HAnROO0ORNSENSEE20 MIRG I
Order Ho Return-Material number
[s004800857 000000000085039520

Input Field for Good Part Return or additional used spares

Order Ho Material number
[son4s00857 | |ooooooooO0Z4024372 | 1
GoodPart

MaterialHlumber = Materialnumber according to delivery note

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

selected. Othenwise you can consequently enter a "Order MNo", then the return will be matched sxactly
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

Ll | H00OMAH] § FULCP2E 945_}{}{ (RN IRIRINININ N TN P = b P hl st L1 L1

Order Ho Return-Material number

004600657 000000000055039520

DoA WPiIB whel
L L Ll
Input field for DoA-, WPIB- and WDel-Complaints

Order Ho Material number

|so04c0085T | |pooooooooossossesz | 1
DoA WPIB  WDel
LI

MaterialHumber = Materialnumber according to delivery note

MNote

If wou leawve the field "Ordermumber” empty, then automatically a suitable purchase order will be
selected. Otherwise you can consegquently enter a "Order No", then the return will be matched exacthy
with this purchase order.

Attention
A return order will be created regarding to the selected MMaterial 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.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Haome | Support | Logout

Page 92/ 128

5 Wl Workorder Detail
i Field Service » Repair started
&+ Technical question Call Date | Workorder i Partner call number i Current Status » Upciste service type
i Ersin 19.03.2009 | 985002270114 | SparesinDelivery v Crder parts 1
: X Customer i Hame ! Product | ECS » Return arder
i Translation Tool N X : : :
o (B EUJ’LS: SMENS COMRUIEIS  © | orriors, Gearg | YHETDO720 L 3EN4 » Change status
i » Appoind arranged

== WWCH Pevys Response Time i repair time i Date of Carriage i DIFS-Code )

0 in : : v Keep Material
=+ DIFS for WyiChi :

Service Type SP i Service Type Customer » Cancel iorkorder
B e onSite  orgite » News Commert
== Reports - » Edit Refarence Mumber
» Settings CURRENT VIEW: CALL ¥ Print workorder
= Customer v Refresh page
s Help Additional Information (SWAP):

SWAP Process: Please take a note of both Serial Humbers for subsequent entry in WCHM! [ Detail Views

E Keep Material - Fujitsu Technology Solutions =gl ] m » Call
| K terial _’_| » Messages
eep material
FUﬁTSU THE POSGIBILITIES ARE INFINITE P v Customer
» Product

» Spares order
» ¥yorkorder History

» System History
ordered spares

Dz<cription

» Invoice

[] Search for Workorder | Serial
Workorder § Serial Mo
erial
[ Adier

Material number Total Order Location
OODOODN0003E006712 FSC MRO

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

v
[*" =ERVER BLADE MASTER EXG30 52

Service Partners only in Germany maintaining systems with Top Up Warranty including HDD discard
(“Service mit Datenschutz”) 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 PEC and in “proposed” line if it is an own
stock order (see below 4.5.2 “Own stock material kept”)

Line tems E
Material

Material number Status Order Ho RET-Ho ReturnCode KeepMaterial

3006712
3006712
JG006712
35006712
Labwour

Material number

Status Total

Propozed
Confirmed
Despatched
Returned

g004649002 -
g004649002 -
004649002
G00464 3002

CANCL
31371 26524
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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
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 POSEIBILITIES ARE INFINITE

Warranty- or GoodPart-Returns go to complaint (DOA, WPIB, WDel)
Description Material number Total Order Location RET LSF
-BT- 2MD BATTERY UMIT (BCELL
O seaomar s FuscPo61385-3x OHOROORONEE09520 MIRC O o
Order Ho Return-Material number
|SDD4EDDEST Q000000000S3039520

Description Material number Total Order Location

[] Board, BT-ANT fFUJLCP331590-5% 00000000003400:5969 hlRC 0 O
Order Ho Return-Material number
|8EIEI4EEIEIEST| Qoo0o0ao0034005969

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

O | || ||

GoodPart

Quit Finish

After pressing the bar “go to Complaint”, the order options displayed change:
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| return order

FUT:’["I'SU THE POSSIBILITIES ARE INFINITE

Complaints go to Warranty- or GoodPart-Returns
Description Material number Total Order Location RET LSF
-BT- 2MD BATTER™Y UMIT (BCELL

O saoomar s Fuscrastaes s OORONORNONEE05520 MR 0 O
Order Ho Return-Material number
|SDD4EDEST Qoo0o000000E5039:520 |
DoA WPiB Woel
L [l L
Description Material number Order Location
[] Board, BT-AMT fFLLECPS31590-% Qoo0o00000:34005969 MR O O
Order Ho Return-Material number
| 000000000034005969 |
DoA WPiB Woel
| L ]

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

O | || ||

WPIB Whel

M I

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

|| Board, BT-AMT FFLLECP331 590-Xx Q0o00o000003400:5969 |1_| Ml L
Order Ho Return-Material number
| 000000000034005969 |
Dok WPiB Woel
L L L
Input field for Dod-, WPIB- and WDel-Complaints
Order Ho Material number
800460657 | |00000000008803753 | 1
DoA WPIE WhDel
O O
Materiallumber = Materialnumber according to delivery note

Note

If you leave the field "Ordemumber” 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.

Enter the order number which the DOA return refers to. Then click on <Finish>

As confirmation you receive the following screen:

| return order

FUﬁTSU THE POSSIBILITIES ARE IMFINITE

Information

The request for return orders iz placed. Check order confirmation (513... 7 in detail view "call”.
0o0o00000008203745S

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. The DOA handling described
in 4.6.1 is not possible. In case the new part is working right after the break fix, but fails again in
between the spare part warranty period (185 days) a complaint order for Part Warranty Return / Dead on
arrival can be opened in PEC as described below. This order process only works for spare part
complaints of parts previously ordered as ADEX order. Complaint orders for previous standard spare
part orders can be done without Work Order reference only.

4.6.2.1 Part Warranty DOA Complaint Order to replace a previous delivery on ADEX order

1. Former Repair:

Service Partner opened WO 995003125348 with order 8006226945. After repair finish and return of the
defect part the WO was claimed. But the part failed again subsequently.

2. Subsequent DOA Repair:

A new Work Order 995003125350 is opened. If this happens in between the frozen zone, the Help Desk
Approval Process applies as described in Chapter 3.5.2.2 Repeated Repair. The Repeated Repair
Reason “defect spare part” is to be selected.

pre)
FUJITSU

new workorder

System History

Call Date Workorder Problem Description
21.04.2011 995003125350 2H214 Hard Disk vibrations HD exchanged

Repeated Repair

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

defect spare part -

Part was exchanged but failed again| -

The ECS error code in WCM WEB must include the Action Code O - DEFECTIVE SPARE. The Error
Description has to be entered with prefix “DOA:”

€ Error Code System - Fujitsu Technology Solutions - i - —— E@g
Condition Symptom Action
0 - Fails from initial power on A - Battery / Accu 1 - Hard digk - intemal 0 - Mo Defect Found / Functional Check only
1 - Abw: uring processin: B - Board / Ram / intemal 10 2 - Hard disk - extemal 2 - Blectrical, mechanical refitting {2.g. Jumper, cable,
po C - Communication / extemal 10 X - Cthers 3 - Ship customer replaceable unit - CRU
3 - Under high Load D - Display / Videa 4 - HW-Repair with Spare
4 - During mechanical adjustment/movement E - Removable drives / changer & - System exchanged
5 - During start up G - General - BIOS Aimware update
& - During switch off H - L\\g D - Driver Update
7 - During Standby mode K - Input device sE=TIRerating oy=t
8 - During Configuration/Installation M - Non technical
9 - Environment - Vibration P - Power / Chassis
A - Environment - Cold R - Disk amay / RAID
B - Environment - Hot 5 - Software /05
C - Environmert - Wet T - Sound / Audio
D - Environment - Dusty Z - Securty
E - After HW upgrade
F - After SW//Driver/05 update
G - Damaged / dropped
X - Mot Applicable / unknown (- No function audible / detectable
1 - Hard disk is not recognized
2 - Noise / Mibration
TN m e e S i g b

No spare part shall be ordered in WCM WEB! Not from Own Stock nor from MIRO.

After the Help Desk approved the Work Order, a DOA complaint order can be opened for the original
ADEX order 8006226945 in PEC.
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Enter the Order Number in the navigation area ‘Spare Parts’, select the displayed line and click on the
material line displayed below. Select Complaint ‘DOA’ and enter the Serial Number of the repair asset.

®©

Spare Parts

Search Material
Order
8006226545 search
Return & Order
Return
Order 8006728878
. " r .
For illustration only! Screenshot does not match with data sample I ® DOA T Wrong Partin Box () Wrang Delivery
. available Here_y‘-:u can |_'5:__"n fpae :al-.:: '.-.'.:hin the

1 b ‘G—Malnboard ASSY 8?60 guarantee period that were delivered
damaged/faulty.

MaterialNo: 34027660 - Open: 0 - Returned: 1 LT EUT

ManufacturingNo: FUJ:CP483478-XX . Order/Invoice No. | 8006226945

Order Material Mo. 38008983

Serial Na. ¥k2F015472

Quantity

Fault Description

By entering a complaint a replacement
shipment will be initiated automatically. There
is no need to place a new order.

Next

Please acknowledge, this is an illustration only. Screenshot does not match the data sample.
Go to Next.

Return - DOA

Shipment Conditicn

Details

Material No. 38008989
Original Order MNo. 3006226945
Serial No. YK2F015472

Check your entries and go to Next.
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Delivery

Details Company Address

Customer Reference GmbH

995003125348 Former Work Order ‘

Additional Ref. (e.g. Workorder/Call No.)
995003125350 New Work Order '

Email L
= Shipment Address

someone@sample c-Jn'l
GmbH

Phone

select...

create...

MNext

Miro will update automatically the WCM Work Order by Order Confirmation, Dispatch Information and
Return Order Number. Thus the Work Order can be claimed as usual.
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FUJITSU

Home | Support | Logout

¥ e Workorder Detail
Fela Service
|+ Technicei queston Call Date Workorder Partner call membet Curromt Status
- Erwn 21042011 959203125340 SparesriDedbvary
b Tn Yoot Customer Name Product ECS
Fugtau Techragy Soltons Kasdrora Georg K2FO15472 210
[
Expoct Responae Tene ropair time Date of Carriage MFS-Code
2 WCM News 0 0
|5 DFS for WCM Service Type 5P Service Type Customer
152 Yty InSee
3> Reports
t Service Desk Information
(3> Setegs Reason Repestad Repar
i Customer Otfect spare pan
$ Service Partner Part was exchanged bot faded agan
i» Heh | | Explanation: —

s Cat
R AT L.

* Nossages

Condmon Symptom Action
Jnder hgh Load M. Hacd Gt O - Detective Spare
2 - Noase 7 Vibraton

1 - Karg Ssk - Mermal

| Materiat namber Total  Status Order o RETNo RET ReturnCode Keephlateris! o—
3 9 1 Sroposed >l O -
. : snfrmed 2009220048 O O

3 ' Descatcnes 0eezanpes BiaER2stne [ ()
3 2 1 Returred s13eeine V] O
| Material pumber Status Total prce

4.6.2.2 Part Warranty DOA Complaint Order to replace a previous delivery on Standard Order

The defect part is to be sent back to the Spares Return Center in Sommerda. The
delivery note of the replacing delivery for the defect spare part shall be used as part return form and the
comment "DOA for material order 8000123456" shall be recorded onto it.

The FUJITSU Spares Clearing Department in Sémmerda will check if the warranty for the asset serial
number is valid still and create a warranty return order for the DOA part in MIRO. The comment the SP
noted on the delivery paper "DOA for order 8000123456", will be entered into the return order as
reference.

If in the course of the 2™ repair due to the defective spare part another warranty reimbursement for
travel cost is claimed please open a new Workorder using the Action “O” in the Error Code without
ordering spare parts.
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4.6.3 Wrong part in box (WPIB):

| return order

FUﬁTSU THE POGEIBILITIES ARE INFINITE

Description Material number Order Location
HOD 12058 SATAMOE 5 4K SEAGATE J
' v
el 000000000085037843 MIRO O
Order Ho Return-Material number
QO0000000053037 543 |
Dof WPiIB Whoel
. .
Input field for DoA-, WRIB- and WhDel-Complaints
Order Ho Material number Return-Material number
| | |pooooooo0osE03TE43 | |000000000083037 543 | 1
DoA WPIE Whel
O] O]

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

Note

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

selected. Otherwise you can consequently enter a "Order Ma", 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 POSGIBILITIES ARE INFINITE

Information

The request for return orders iz placed. Check arder confirmation (513, in detail views "call".
QO000000000E3035754 3

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
FUT:['TSU THE POSSIBILITIES ARE INFINITE
HDD 32068 HITACH! HTS545032894300
W
O (sares 000000000034024375 MIRD ]

Order Ho Return-Material number
| 000000000034024375 |

DoA WPiB Whel

| ] |

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

|B004E00857 | |000000000034024375] | |oooonooooossas7aes

Doi WPIBE Whel

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

Note

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

selected. Otherwise you can consequently enter a "Order No", 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:

FUT:['TSU THE POSSIBILITIES ARE INFINITE | return order

Information

The request for return orders iz placed. Check order confirmation (513... ) in detail view "call".
00000000003803753

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 INFINITE

-BIT- 2ND BATTERY LNIT (GCELL

O sanomar / Fu.:crost 9450 BHOONRNANEEN39520 MR O o
Order Ho Return-Material number
laanas00es7 00000000008E035520

Input Field for Good Part Return or additional used spares

Order Ho Material number
6004600557 | |000000000034024372 | 1
GoodPart

Materiallumber = Materialnumber according to delivery note

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.

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

Quit Finish

Then click on <Finish>

As confirmation you receive the following screen:

| return order

FUﬁT‘SU THE FPOSSIBILITIES ARE INFINITE

Information

The request for return orders iz placed. Check order confirmation (513... ) in detail view "call".
00000000002803753

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 Maintenance 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

v Requested (00
v Rejected (5]

v Aszsigned (12)
v Open (17

v In Progress [56)

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Horne | Suppoart | Logout

WO

Workorder Detail

i Field Service

v Douyble Eladesd

| Current Status
wattinglmmedistesction b T, =
Cs v To claim error (17)

i Technical guestion Call Date i Workorder i Partner call number
S 10.03.2009 | 935002270025

Customer i Mame

v Aywaiting Immediate Action (1)

i Translation Tool

rx DIFS for WaCh

Fujitzu Siemens Computers

| Schork, Robert

“ Export GmbH : o
= WCh Mewss Response Time repair time ate of Carriage IF5-Code » Validation center (41)
0 ‘o 2 05,2009 v WC Revized Claims (1)

ervice Type Customer

- o Service Type SP v 4 Rejected Claims (00

[FIES CollectiReturn ! CollectaReturn v Replied to Validation certer (31
# Reports v Claims accepted (3)
 Sefings » Canceled
=x Customer Attention: v Clased
2+ Hel Ayeaiting Immediate Action

iy Cortinue YO handling urtil 07 40,2009, Stherwize WO is cancelled.

CURRENT vIEwW: L L. |

Condition | Symptom i Action
1 - Alvways (during processing) C - Communication ! external 1O 1 - Explanation to customer
i 1 - Mat recognized [ adier
2o IRDA
i Enter the Serial No.

Problem Description
Test Standard, sber in Topupzet IFRS

v Claim Wiorkarder (717

v Invaice ‘

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



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

Change status

Change status to ContinuetaHandling .

[] Actinn=
&+ Continue Workorder Handling
b ey

¥ Print workarder

v Refresh page

Revised status are listed in the Work Order history

FUT?TSU THE POSGIBILITIES ARE INFINITE

Home | Support | Logout

If the Service Partner does not reactivate the Work Order, it is cancelled after 20 days. With the reason

Start i Procedure

Comment

% o Workorder Detail (O actions |
i Figld Service + Repair started
& Technical question Call Date | Workorder | Partner call number | Current Status » Update service type
b Bl 10.03.2009 | 995002270025 { Open » Order parts
g ) Customer | Hame i Product L ECS v Change status
i Tranzlation Tool Fuitey Si J— : : : -
‘. Exnort ASuSIBMENS LOMELETS | Gohark, Rabert | VHKROD4EES C1c1 » Appaintment srranged
2pol GmbH : : :
H H H v Cancel Wiorkorder
= WCh Mews Response Time i repair time i Date of Carriage i DIF5-Code
] ‘o {12.032009 : r M Comment
> DI iy AN o : v Edlit Reference Mumber
o E Service Type SP i Service Type Customer
e Collect&Return CollectReturn v Print weorkorder
»» Reportz - v Refrazh page
i Update Return Adc
Sl CURRENT VIEW: WORKORDER His To R/ 1NNy | -1 T AESs
rr Customer
»+ Help Workorder History [] Detail Views

: v Call
10032000 09:00:00 | Requested ;
T 13
10,03.2009 09:02:49 | Open Fesages
: : . . . Custaomear
. L. . . i Aweatting Immediste Action '
09.08.200818:03:21 | AwalinglmmedisteAction - iy ie WO handing until 07 10.2009. Otherwise WO is cancelled| |+ Product

15.09.2009 11:45:54

| ContinuetidHanding

Continue \Waorkorder Handling weith last Status: ContinuediCHandling

v Spares order
v orkorder History

“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 INFINITE

Home | Support | Logout

H F
£ E Workorder Detail [] 2tiuns
i~ Field Service + Claim Workorder
i~ Technical guestion Call Date Workorder Partner call number Current Status + FEpET TS
i Ersin 14.05.2009 | 995002251086 | RepairSuccessful + Update service type
‘.. Translation Tool Customer { Hame { Product {ECS + Repair successiul
Fujiitzu Siemens Computers ) v Order parts
b Export GmbH Kandziora, Georg WHOE 45940 SH214

+ Return order

= WS Mees Response Time repair time Date of Carriage DIFS-Code X
a : o : : v Heep Materisl
w= DIFS for YWiCh i
Service Type 5P | Service Type Customer » Cancel Winrkorder
¥ Spares Bringin i Bringin » Mevw Comment
=+ Reports : + Edit Reference MNumber
EEY i v Print weorkorder
seftings CURRENT VIEwy: C.A L1 |
r 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 PEC to WCM. This may take some time if the return notification was entered in PEC instead of
WCM WEB.

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

FU‘]TTSU THE POSSIBILITIES ARE INFINITE

Horme | Support | Logout

% VM Service Calls (Repair successful) O actions
i Field Service Wiorkorder | SP-Ref: I:I Serial Mo | | RT: | | . !

v Claim Warkorder

i Technical guestion

e Bl Workorder -| SerialNo. | Customer ;| Date ; | RT 5| Status - Call Humber 5
e Ty Tl BEl 995002245134 | YK3JOSEOSO | Tran, ThiHanh | 17.02.2009) O Reparsuccesstul | mesT-sinsse | IR
R 995002264990 YHAJOE3595 Curanum &0 24.02.2009; 45 RepairSuccessful MCST-612734 v Requested (0)
Fujit=u Siemens + Rejected (5)
2 WM News bos002270019 | YESDOODM20 | Computers 09.03.2009; 0 RepairSuccessful  Aasigned 112)
= DIFS for Wich GmhH e (15
w5 Fujitz=u Siemens » Open (1)
pares Q95002270020 | YEBDOODM19 | Computers 09003, 2009: 0 ResetTaClaim v In Pragress (56)
# Reports GmbH v Double Flatrate Calls (1)
" Fujtzu Siemens - . .
= Seth
g [X]: 995002270033  YKETOOI7O6 © Computers 10.03.2009° 0 Repairsuccessiul » Aawaiting Immediste Action (0)
= Customer GimkH v Repair successful (18)
Fuiit=n Siemens L T el aeene 4T

For both ways of claiming the ‘Current Status’ in the Work Order Detail has now changed into “ToClaim”:
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FUT?TSU THE POSSIBILITIES ARE INFINITE
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Home | Support | Logout

WWIZH

-

i Figld Service

i~ Technical question
i~ Erzin

i Translation Taol
Export

WM Mews

-

Lol

DIFS for WiZh

-

Lol

Spares

-

Lol

Reports
Seftings

o

-

Lol

Workorder Detail

Call Date Waorkorder Partner call number Current Status
15.07.2009 { 885002281111 oiClgim
Customer { Hame ¢ Product

EL:IJE_L" Siemenz Computers Schiork, Robert WKEE 46675

Response Time repair time Date of Carriage

1] 1] i-

Service Type SP Service Type Customer

Briruin Bringln

CURREHT V1Ewy: 2L L |

v Reset Toc
v MeEwy Cami
+ Edit Refen
+ Print sweork

v Refrezh p

[ Detail ¥
v Call
v Messages

v Customer
+ Product

PR SR

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
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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.

FUT?TSU THE POSSIBILITIES ARE INFINITE

%Home | Support | Logout

% OWCM

i~ Field Service

i~ Technical guestion
i Ersin

i~ Translation Tool
i Export

== WCM News

=+ DIFS for WCM
*» Spares

=+ Reports

r Seftings

=x Customer

*=» Help

Workorder Detail

Call Date Workorder Partner call number i Current Status

141020058 | 995002281393

Customer { Name ! Product

g‘:’nﬁ:' Technology Solutions Kandziora, Georg YK2F013507

Response Time repair time Date of Carriage

0 g o :
Service Type SP Service Type Customer
OnSite | OnSite

Validation Result:

52: Mot enough return orders created
5 Missing 3x38008990 1x38008989 1x38006647

CURRENT VIEVY: € L L |

Condition
2 - Sporadic

i Symptom

i H-Hard disk

i 1 - Hard disk iz not recognized
i 1-Hard disk - internal

Problem Description
test CR ToclaimError with detailed MATR
12342342343242341

Line ltems

Material

Material number Total
38008647 2
38008939 1
38002990 3
38006647 1
Labour

Material number Status Total price

i Action
4 - HW-Repair with Spare

Status Order Ho RET-No ReturnCode KeepMaterial|
Proposzed - D
Proposed

O
Proposed O
O

Returned

+ Claim Workorder

v Return order

v Keep Material

+ Cancel Workorder

+ New Comment

+ Edit Reference Number
+ Print workorder

v Refrezh page

[ petail Views

v Call
+ Meszages

+ Customer

+ Product

+ Spares order

+ Workorder History
+ System History

v Invoice

[] search for Workorder ! Serial

Workorder / Serial No.

] Adier

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

Claim OK Claim

Negotiate
Decision

¥
Modify
Claim
Send Feedback
to SP

:

Accept
Decision

Final Approval by
FSC Country Mgr.

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.)

v Reguested (0]

v Rejected (3]

v Azzigned (12)

v Dpen (180

v In Progress (53]

v Diouble Flatrate Calls (1)

v Ayyaiting Immediate Action (00
v Repair successtul (17

v To claim error (17

v Claim Workarder (59

v Walidation center (41)

v WC Revized Claimz (1)

v WC Rejected Claims (1)

v Replied to Validation certer (2]
v Claims accepted (3]

v Cancelled

v Clozed
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5.1.4 Rejected or revised Work Order

Double click on a rejected or revised Work Order

FUﬁ‘I’SU THE POSSIBILITIES ARE INFINITE

Horme | Support | Logout

N

Service Calls (VC Rejected Claims)
‘Workorder f SP-Ref: l:l I:I

Customer 5
| Fujitsu Siemens

v Meswy zervice call

i~ Field Service

Status 5

Serial Mo

i Technical question

Call Humber 5

Serial Mo, 5

Workorder 5

i~ Ersin

v Requested (00

i Tranzlation Tool 985002270044 WHLGO02594 | Computers GmbH 10.03.2009; CIalmRejec‘tedBY\v"Cg )
b Bt v Rejected (2]
v Azsigned (120
= OWICK Mewes
v Open (18)
== DIFS for WWChi
ar v In Progress (53)
 Spares + Double Flstrate Calls (19
=r Rennrt= il Eono Ao s

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

The rejection message will be displayed:

FUﬁTSU THE POGSIBILITIES ARE INFINITE

Home | Support | Logout

v Accept rejection

F WK

i Field Service

Workorder Detail

v Reject rejection

» DIFS for WCh

i~ Techrical question Call Date | Workorder i Partner call number i Current Status
4o Bt 10.03.2009 | 985002270044 | ClaimRejectedByC » Mesy Commert
: ) Customer | Hame { Product CS v Print vworkorder
i Translation Tool Fuiftsu i ot ; :
b Export e SAIMREETS  sohork, Robert | YHLGONZ834 B121 » Refresh page
== WWCR Meves Response Time repair time Date of Carriage IF5-Code

il g : [] Detail Views

—~ Service Type 5P | Service Type Customer v Call
ares :
e Onsite 24h performance OnSite 24h performance + Messages
¥ Repotts v Customer
s Settings » Product
»= Customer Validation Result: » Spares order
» Help F’)C Rejected Claim v Warkorder History
v System History
v Invioice
CURREHT wIEw: 1Hv 01 |
Senvice Type (Requested) Senvice Type (Fujitsu Technology Solutions is [] Search for Workorder / Serial
i : ; i liable for the costs
Service Type: OnSite 24h performance = ] Workorder f Serial Mo,
Service Type: Out of wearranty
Labour
WTY:FLATRATE: 13400 ELR | L] Ads
WTY:FLATRATE: WTY:FLATRATE: 0.00 EUR et
Total: 134 00 EUR WTY:FLATRATE: 0.00 ELR Erter the Serial Ma.
Total: 0.00 EUR

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 hot 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.

| reject rejection |

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Reject rejection

Reason:

rejection not acceptakle

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.

CURRENT VIEW: WORKORDER HISTORY I

Workorder History
Start :

Procedure

E Comment

10032009 16:02:00 | Requested

10032009 16:0300  RepairStarted Sl (DA FRGEE R e TS
ifakjtasiflkazflajf

10.03.2009 16:03:27 | Open

10032009 16:03:59 | RepairSuccessiul :

10.03.2009 16:04:02 | TaClaim | Ta Claim

11.03.2009 09:41:31 | Claimboved Towe { Claim moves to validation centre

11.02.2000 02:42:47 ClaimAcoeptedByiC Country Manager has approved the claim

11.03.2009 09:44:58 | ClaimPaid | Claim is paid

11.03.2009410:40:25 Claim&coceptedByWC Courtry Manager has approved the claim

06052009 15:5543 | ClaimRevisedByWc E:'ja'm UG e

06.08.2009 16:00:59 | ClaimRevisedByvo E:'f"m revised by operator

06052009 160112 © ClaimRejectedByvC ff_ﬁe]emea il

06052009 16:0211 | ClaimRejectedByve E‘?_RE’E“E" Claim

06052009 160355  ClaimRevisedByWc E:'ja'm UG e

06.08.2009 16:05:28 | ClaimRejectedByVC E‘?_REJE“E" Clsim

09.09.2009 16:19:53 YalidationFeedback rejection not acceptable
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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.

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

@ i Export call
i+ el service wiorkorder fsP-Ret [ | Seriaihos [ Js@u= | open [v]

v Create file

i Technical question

b Ersin Period: Plessze Select from: l:l B Celimiter: l [ Adier
- Tranzlation Tool to: l:l B Enter the Serial Mo.

Additional Fields in Export-File :

. Export
o VMCI e call accepted: [ spares ordered: [ spare in delivery: [[] repair started: [
= DIFS far Wik repair successiull [ repair not succestul: [[] SEARCH
S

spares Workorder 5| Product 3| Customer 5 Status =

chnell, Petra (168052008 (0 ToClaimError L 1BTHe
TT 24102008 48 ToClaimError 1G3M

55 [Repuis [] 985001523725 | YK9S00233
* Seffings []: 95001958522 ‘YhvLOO39

e —i o . -

Export call
WWiorkarder [ SP-Ref: I:l Setial Mo |:| Status: | open M

Period: Fleasze Select fromm: I:I B Delimiter: .
o
Additional Fields in Export-File :

call accepted: spares ordered: spare in delivery: repair started:
repair successtull repair not succestul [ SEARCH
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File description:

Field Example 1 Example 2

DebitorNo 11223344 11223344

SerialNo YK7T048601 YK8V018053

ProductType CELSIUS M460, Core 2 Quad Q6600 SAG LB E8410 WSXGA+ EXT GFX CAM /C2-T9500/
Workorder 995003125221 995003125315

Status OrderConfirmation RepairSuccessful

CallDateTime

15.03.2011 14:23

13.04.2011 09:54

CloseDateTime

14.04.2011 12:11

ADLER-ST OnSite OnSite

CUST OnSite 48h performance OnSite 48h performance
SvcType OnSite 48h performance OnSite 48h performance
ST Fujitsu paid

labour price paid 0 0

FCODescription

CustomerFirm

CustomerLastname Gebhardt Gebhardt
CustomerFirstname Britta Britta

Street Bgm-Ulrich-Strasse 100 Bgm-Ulrich-Strasse 100
Country Germany Germany

ZipCode 86159 86159

City Augsburg Augsburg

CustomerNo

Phone 8218045102 8218045102

Mobile

eMail Britta. Gebhardt.external@ts.fujitsu.com Britta.Gebhardt.external@ts.fujitsu.com
Problem das ist ein test. das ist ein test. das ist ein test. Das ist eine Test Work Order
ECS 2GXX4 2H214

DIFS

Provider’WONR

InvoiceNr

InvoiceDatum

InvoiceGroup

PartNumberl WTY:FLATRATE WTY:FLATRATE
Descriptionl

SNR1

Quantityl 1 1

Pricel 11,11 11,11

Currencyl EUR EUR
OrderNumberl

PartNumber2 34008959

Description2

MAINBOARD BEARLAKE ATX I_X38 LGA775 /
S$26361-D2608-A11-1-R791

SNR2 S26361-D2608-A11-1-R791
Quantity2 1

Price2 0.00

Currency?2 EUR

OrderNumber2 8006226785

PartNumber3 34013728

Description3 BLU-RAY DISC TRIPLE WRITER SATA /
SNR3

Quantity3 1

Price3 0.00

Currency3 EUR

OrderNumber3 8006226786

PartNumber4 88037460

Description4

HDD 250GB SATA 300 7.2K / WDC:WD2500JS

SNR4

WDC:WD2500JS




Service Operations | Issue: May 2014 | WCM WEB User Manual — Warranty Claim Management Tool

Quantity4

1
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Price4

0.00

Currency4

EUR

OrderNumber4

8006226787

PartNumber5

Description5

SNR5

Quantity5

Price5

Currency5

OrderNumber5

PartNumber6

Description6

SNR6

Quantity6

Price6

Currency6

OrderNumber6

PartNumber7

Description7

SNR7

Quantity7

Price7

Currency?7

OrderNumber?7

PartNumber8

Description8

SNR8

Quantity8

Price8

Currency8

OrderNumber8

PartNumber9

Description9

SNR9

Quantity9

Price9

Currency9

OrderNumber9

PartNumber10

Description10

SNR10

Quantity10

Pricel0

Currency10

OrderNumber10

Call Accepted

15.03.2011 13:26

14.04.2011 10:10

Spares Ordered

15.03.2011 13:33

Spares In Delivery

Repair Started

14.04.2011 10:11

Repair Successfull

14.04.2011 10:11

Repair Not Succesfull

PickUpCompany

PickUpLastname

PickUpFirstname

PickUpStreet

PickUpSupplement

PickUpCounty
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PickUpZipCode
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PickUpCity

PickUpCountry

ReturnCompany

ReturnLastname

ReturnFirstname

ReturnStreet

ReturnSupplement

ReturnCounty

ReturnZipCode

ReturnCity

ReturnCountry

ReturnPartNumberl

34008959

ReturnReturnablel

False

ReturnCodel

ReturnNumberl

8139226056

ReturnPartNumber2

88037460

ReturnReturnable2

False

ReturnCode2

ReturnNumber2

8139226058

ReturnPartNumber3

34013728

ReturnReturnable3

False

ReturnCode3

ReturnNumber3

8139226057

ReturnPartNumber4

ReturnReturnable4

ReturnCode4

ReturnNumber4

ReturnPartNumber5

ReturnReturnable5

ReturnCode5

ReturnNumber5

ReturnPartNumber6

ReturnReturnable6

ReturnCode6

ReturnNumber6

ReturnPartNumber?7

ReturnReturnable7

ReturnCode7

ReturnNumber7

ReturnPartNumber8

ReturnReturnable8

ReturnCode8

ReturnNumber8

ReturnPartNumber9

ReturnReturnable9

ReturnCode9

ReturnNumber9

ReturnPartNumber10

ReturnReturnable10

ReturnCodel0

ReturnNumber10

END

END

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 PEC 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.
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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

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.
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5.2.3 Documents

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

Avenida de Bruselas 13
2B100Alcobendas, Madrad,
SPAIN

VAT-ID: ESBBz441508

Sender

Fujiteu Technology Sclutions S5.L.
Fujiteu T8 Spain ES82 Serv.
AV. DE BRUSELAS, 13 ED. BMERICA

28108 ALCOBENDAS,
SDAIN |Iuvoice Propoeal :ORIGINAL

VAT-ID: ESEE7441508 |P:cpasal Invoice date:28.05.2008

Vendor Hr.:
|P:cposal Invoice Nr.: Q00000Z00001Za5H
Service Provider |erouping Number: 000000000000053931
Fujiteu Technology Solutions S.L.
Fujitsu TS Spain ES82 Serv. |Supp1y Date: See Attachment
AV. DE BRUSELAS, 13 ED. BMERICA
28108 ALCOBENDAS, |Claim Mumber: See Attachment
EPAIN

Ho inwvoice, regueat for issuing the invoice.

UNIT DESCRIPTION UNIT PRICE TOTAL AMOUNT
1 PC Product related service costs 4.760,44 EUR 4.760,44 EUR
for labour
1 PC Product related service costs 0,00 EUR 0,00 EUR
for local spare parts
Total net amocunt 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 Proposal Recipdient
Fujitsu Technology Sclutions 5.L. Fujitsu B8 Computers S5.L.
Fujitsu TS Spain ES82 Serv. Avenida de Bruselas 13
AV. DE BRUSELAS, 13 ED. AMERICA Alcobendas, Madrid
ALCOBENDAS 28100

28108 EPAIN

SPAIN VAT-ID: ESBB2441508

VAT-ID: ESB22441908
Vendor HNr.:

Attachment to Invoice Prop.:
0000002000012458

Service Provider
of: 28.05.2009

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

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

EPATIN

Service Provider Nr.: 00AI602213

GROUFPING PERIOD GROUPING NR.

00000000000053931

L]

28.04.2009 - 28.05.2009 (Monthly) [

POS. CLAIM SAID ITEM | MATERIAL DESCRIFTION SUPPLY DATE VAT TOTAL AMOUNT

S—

L

[=]

[=]
T

1| 955002369106 2 |Labour 15.04.200% la,00% | 23

[=]
[=]

EOR

L

2| 9950023705213 2 |Labour 14.04.200% la,00% | 23

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.
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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
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)

revised Work Order.

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

Page 119/128




Service Operations [1ssue: May 2014 |WCM WEB User Manual — Warranty Claim Management Tool

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 Farseard \Workorder
v Drder pars
v Change status

v Appointment arranged
v Cancel Workarder

¥ Mesy Comment

v Edit Reference Mumber
¥ Print workorder

v Refresh page

FUﬁTSU THE POGSIBILITIES ARE INFINITE

Page 120/ 128

Home | Support | Logout

. .
B UE Workorder Detail
Technical guestion Call Date : i Workorder : i Partner call number Current Status
i Ersin 21.09.2009 | 995002251294 i RepairFailed
; ) Customer i Name i Product i ECS
+ Translation Tool Fuiten i c " : : :
: ujitsu Siemens Computers | ) ‘ g b
L. Export GmbH Kandziora, Georg YKEKROM1111 2EZ24
== WCM News Response Time : repair time ; Date of Carriage : DIFS-Code
*» DIFS for WCM ! ! iz :

Service Type SP i Service Type Customer
= Spares . P

Bringln i Bringln
»» Reports -
B £2NT CURRENT VIEW: CALL
= Customer
== Help £5

Conditi | Symptom | Action

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

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

Problem Description
CD burning fails.

Line tems

Material

Material number Total
34014125 1
Labour

Material number Status Total
WTY:FLATRATE oK 1

Status
Proposed

Order No

RET-No

price
0.00 EUR

RET ReturnCode KeepMateriall

- |

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 paris

+ Return order

r Change status

v 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 No.
[ Adler
Enter the Serial No.
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—
g Forward Workorder - Ft}ﬁu Technology Solutions
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SRR

—
FUﬁTSU THE POSSIBILITIES ARE INFINITE forward workorder
o
Forward Workorder 995002281294
Forward to Znd-Repairer _ T-Business GmbH -
Additional Information CD burning fails &

After click on <refresh> the Work
displayed in the area “Solution”.

FUﬁTSU THE POSSIBILITIES ARE INFINITE
I,

Order status changes to “Forwarded”. The Service Partner/ Repairer is

Home | Sulﬁ‘g}‘on| Logout

3 WCM

i Field Service

** DIFS for WCH o

Workorder Detail

i Technical question Call Date i Workorder : Partner call number i Current Status

" Ersin 21.09.2008 | 995002281294 | Forwarded » New Comment
Translation Tool Customer Name Product ECS + Print workorder
‘. Export EL:I‘_E"‘ Siemens Computers | Kandziora, Georg | YKKRO11111 | 2e220 » Refresh page
== WCM News Response Time repair time Date of Carriage DIF5-Code

+ Return order

v Keep Material

[ Detail Views

L0

Service Type 5P
** Spares v

Service Type Customer v Call

Handling Fee Bringln » Messages
" EETIE v Customer
x> Settin
o CURRENT VIEVY: CAL L I | * Froduct
=+ Customer » Spares order
»> Help £E2 + VWorkorder History
Condition i Symptom i Action .
: : + System History
2 - Sporadic i E- Remowvable drives / changer U - Forwarded external with Spare

* Invoice

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

[1 search for Workorder / Serial

Problem Description -
CD burning fails Workorder / Serial No.

] Adler
Workorder 995002281294 forwarded to partner || -5 siness GmbH (995002281295) Enter the Serial No.

Line ltems

Material

Material number Total
24014125 1

Status Order No RET-No
Proposed -

RET ReturnCode KeepMaterial

-

Material number Status Total
W FLATRATE oK 1

price
8.00 EUR

You will be responsible for the claim until the Service Partner/Repairer you forwarded the Work Order to,
accepted the claim.

The Forward Service Partner/Repairer receives the claim in his In-Box. The reference of the forwarding
SP is entered in the area Additional Information. All Customer Data and the original Work Order number
are transferred as well.
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Screenshots from Forward Service Partner/Repairer WCM WEB application:

FUﬁTSU THE g”llllll’lii ARE INFINITE |-I'I'—Bu5inessGmbH

Home | Support | Logout

B ED Service Calls (Assigned) W frtwre
L. 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 - vikrotr11 | N COmMPUIErS | 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 » To claim error (0)
== Help + Claim Workorder (50}

Additional Information:
Original Workorder: 995002281204
Forwarded By: EDV-Vertriet [ identnummer eingsben |

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 @M

| new workorder - |

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Pick up address

| »

Preselect @ customer © partner & Reset

Company
I Surname First Name

l' Street

Address 2

County

m

Post Code Town

Country: Deutzchland -
Phone
Date on 23.09.2009 |

Return Address

Preselect ) customer & partner © Reset

Company

Surname First Name

Street

: vI
> [a—

+/" Vertrauenswiirdige Sites | Geschiitzter Medus: Inalktiv H100% - ':EI
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After the Forward Service Partner/Repairer accepted the claim, you are informed about the new Work
Order number the Forwarded Service Partner/Repairer received while taking over the call.

FUT?TSU THE POSSIBILITIES ARE INFINITE

o

kel

-

=

==

kel

kel

-

=

==

WCM

Field Service
Technical question
Ersin

Translation Tool

Export

WCM News
DIFS for WCM
Spares
Reports
Settings
Customer

Help

Home | Support | LogoutL\)

Workorder Detail
Call Date : Workorder : Partner call number i Current Status
21.09.2009 | 995002281294 | Forwarded
Customer i Name | Product | ECS
Zﬁ“bs: Siemens Computers | . - dziora, Georg YKKRO11111 2E220)
Response Time i repair time i Date of Carriage i DIFS-Code
Service Type SP Service Type Customer
Handling Fee i Bringin

CURRENT VIEVy: AL L |

i Action
U - Forwarded external with Spare

Condition i Symptom
- Removable drives / changer

- Write / burning-, read-error

2 - Sporadic

{ 2-CD/DVD-drive

Problem Description
CD burning fails

Workorder 895002281294 forwarded to partne || -5 sines< GmbH [ eoc002281295)

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

Proposed - - [l

34014125 1

Material number Status Total
WTY FLATRATE oK 1

price
8.00 EUR

+ Return order

v Keep Material

+ New Comment
+ Print workorder

+ Refresh page

[ Detail Views

v Call

» Messages

+ Customer

+ Product

+ Spares order

+ Workorder History
+ System History

+ Invoice

[] Search for Workorder | Serial

Workorder / Serial No.

Enter the Serial No.

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

FUT?TSU THE POSSIBILITIES ARE INFINITE

Home | Support |
WCM
i~ Field Service

- Technical guestion
i Ersin
i~ Translation Tool

L. Export

WCM News
DIFS for WCK
Spares

Logout h

Workorder Detalil

+ Reset To claim

CURRENT WIEW: C.A 1 L |

Call Date | Workorder i Partner call number i Current Status » New Comment
21.09.2009 i 995002281294 i ToClaim + Edit Reference Number
Customer i Name | Product { ECS » Print workerder
— COMPULSTS | ¢ andziora, Georg YKKRO11111 28220 » Refresh page
Rezponse Time repair time i Date of Carriage i DIFS-Code
0 ‘o . : [ Detail Views
Service Type 5P | Service Type Customer + Call
Handing Fee  ~iffimm— { Bringln » Messages

+ Customer

+ Product

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

WO

i~ Field Service

i Ersin

- Translation Tool
L Export

= WCH e s

»x DIFS for WChi
e Spares

= Reports

== Settings

== Customer

> Help

i Technical guestion

Service Calls (Assigned)
Wirkorder [ SP-Ref: l:l

Workorder 5| SerialNo. 5| Customer 5 Date 5

Fujitzu Siemens

993002251169 Dbl 001 001 Camputers GmkH 21.05.2009
Fujitzu Siemens

993002251170 HJMO0E021 Camputers GmkH 21.05.2009
Fujitzu Siemens

Q9o002251 202 WEZKD 3004 Camputers GmkH 25.05.2009
Fujitzu Siemens

995002281205 | YKJRODOMO Bt e Gt 25052009
Fujitzu Siemens

995002281196 | ¥BBCO 0001 Computers GmkH 25052009
Fujitzu Siemens

995002251 201 WE2KD 3003 iy N 25.08.2009
Fujitsu Siemens

995002251212 WH2K001 005 Camputers GmkH 26.08.2009
Fujitsu Siemens

995002281211 WH2K001 004 iy N 26.08.2009

995002251228 HIMO0301 1 “ollkammer, Mike 31.08.2009

995002281228 | YSMTONE115 | Yolkammer, Mike i 31.08.2008;

995002281240 | YHJIRO0S521 | wollkammer, Mike | 08,09 2008}

995002281242 | YHINDD2000 | Wolkammer, Mike | 09.09.2009!
Fujitsu Siemens

995002251 261 SHEWO01 303 Camputers GmkH 16.09.2009
Fujitsu Siemens

995002281271 REWO01 308 Carmputers GrmiH 16.09.2009
Fujitsu Siemens

995002281277 SHIMOO3025 Carmputers GrmiH 15.09.2009

Setial Mo |

| RT:|

RT 5| Status 3

1] AssignedFCo
1] AssignedrCo
45 AzsignedFCo
1] AzsignedFCo
1] AgsignedFCo
43 AzsignedFCo
43 AzsignedFCo
1] AzsignedFCo
1] AzsignedFCo
0 ? ;
45

1]

1] AzsignedFCo
43 AzsignedFCo
1] AzsignedFCo

Call Number 5

b Mewe zervice call

v Requested (2)

v Rejected (9]

v Azsigned (15)

v Open (207

v I Progress (58)

v Double Flatrate Calls (1)

b Ayvaiting Immediste Sction (0)
v Repair successful (23)

v T chaitn error (171

v Claim Woarkorder (72)

v Walickstion certer (42

v WC Revised Claims (1]

v WC Rejected Claims (0)

v Replied to Walidation center (30
v Claims accepted (5]

v Cancelled

v Clozed

Warkorder f Serial Mo

[] Search for Workorder [ Serial

This is helpful to get a first overview about all the existing Work Orders.

7.2.2 Status in specific Work Order

[1 adier
Frdar thha Tavial ki~

Within a Work Order (Work Order detail) the current status of this specific Call is also shown:
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Home | Support | Logout

-

B

=

=

=

- Field Service

I

Workorder Detail

| Current Status

- Technical question Call Date Workorder Partner call number
- Ersin 11 082009 | 995002281151 . CrderConfirmation
. Customer | Hame | Product | ECS
Translation Tool Fuitew i P : : :

e oy TS CAMREES  Sohork, Robert VKB 45690 2Hh14
WICH MEves Response Time repair time Date of Carriage DIFS-Code
DIFS for Wik o 0 L :

Service Type SP ;: Service Type Customer
Spares . -

Bringin : Bringin
Reports -

v Repair started

v Update service type

v Order parts

v Return arder

v Change status

v Appointment arranged
v Heep Material

v Cancel Wiorkarder

v My Commert

+ Edit Reference Mumber

Often this “Current Status” does correspond to the Status of the Status-Group the Work Order belongs

to

at that time.

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
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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 PEC 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 PEC and order number has
been created.

Despatched: | Shipment out of FUJITSU stock has been done

Returned: Return order is placed in PEC

(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 kems

Material number Total Status Order Ho RET-Ho RET ReturnCode KeepMaterial
34001173 1 Propozed ao04919074 - - O]
34001173 1 Confirmed a004919074 - - L]
SERY 2200 1 Confirmed 004919074 - O - ]
34001173 1 Despatched B004919074 B137467430 [ | - L]
34001173 1 Feturned g004919074 8137467430 - Il
Material number Status Total price

WY FLATRATE Ok 1 93.00 ELUR:
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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.

FUﬁTSU THE POSSIBILITIES ARE INFINITE

Home | Support | Logout

7 Vi) Workorder Detail
i Field Service + Ry Comment
i Technical question Call Date | Workorder | Partner call number | Current Status » Print workorder
S [Erail 16.09.2008 | 995002281282 | Rejected v Refresh page
g ) Customer | Hame i Product | ECS
i Tranzlation Tool Fuiftew i Comat : : :
) ujitsu Siemens Computers . [] Detail Views
b Egaat bk | Gadetz, Christine | YKINDD2023 | 1H214 =
22 WCH MNews Response Time | repair time | Date of Carriage | DIFS-Code
- » Messages
v DIFS for WOM [u] u] 20.09.2009 10:34:08 ;
w s Service Type SP i Service Type Customer v CLstomer
=1 Bringin ¢ CollectaReturn » Pracluct
# Reports » SpAres order
s Settings » wirkorder History
¥ Customer B2E Error: » System Histary
BAPI claim crestion error .
I
5 [l The materisl 39023943 does not exist or is ot activated b inelee
CURRENT VIEw: MESSAGES I =Ty 8 R AT T
Customer information Wiarkarder [ Serial Ho.
Date ¢ Author essages ! Information
17.09.2009 MR Ervor woeption connecting partner system: WiCM. [ nested exception iz O adier
175349 vax net.ssl S5 HandzshakeException: unexpected meszage)
§ 34013937 -BT-2MD BATTERY LIHOM 3500M&H 6C ¢ Ertter the Serial Ho.
Pro e 0
Information:

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
In the process of ordering spare parts, material numbers are suggested and additional data is given, as
there are:

WARRANTY: Spare part is in warranty
For a warranty repair, SP will receive a credit.
Also limited warranty parts are marked with this

flag.

LSF: Local spare part Flag
Spare part with local sourcing agreement with
FUJITSU Service Country Management.

RET Spare part is returnable
E.g. the defective spare part has to be sent to
FUJITSU.

ECS Error Code System
(Spare part fits to error code, if it is ticked at
ECS field).

FTA Fit To Asset
(Spare part fits to the asset (serial number)).

HDA Help Desk Approval Process

PEC Partner Entry Channel




