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ZEBRA Repair Order Portal Searching and Viewing a Repair Order

Searching & Viewing a Repair Order

Once a repair order has been submitted, progress can be tracked on the repair order portal. Users can conduct a search to locate a repair
order or series of repair orders. From the Order Status tab, a user can perform the following actions:

e Search: Users can execute a search utilizing a variety of search criteria. Repair orders matching the search criteria display for the user
to view

e View: Once the repair order is located, users can view information such as status and return shipment information

* Export for Reporting: After executing a search, users can export the repair order information. The data can be exported into a csv

The following information outlines how to search for a repair order to view the repair order details and export data for a report
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Searching and Viewing a Repair Order

Initiating a Search

Once the repair order has been submitted, users can access the repair order and view details such as status, serial number, return tracking

number, and outbound serial number. The following steps outline the process to search for a submitted repair order to view repair status

information

Step 1: Access the Repair Status tab

' ZEBRA

HOME

REFAIR ORDER S REPAIR STATUS ASSETS

CONTRACTS

VALIDATE WARRANTY AND ENTITLEMENT

Welsome, Prdiest yger

The Repair Order Portal can now be used in NA, EMEA, and APAC to request and track all device repairs - for printers, mobile computers and scanning

devioes.

ORDER STATUS SUMMARY

Open
Received

Repair Started
Repair Completed

Shipping

ACTIVE QUOTES

Order Humber Creation Date

11182285 04-12-2018

Created By

PROTESTBEMA.

Nzt Price

£336.04

-1of1

| Logout | # English
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Initiating a Search

The Search Order screen displays, presenting a list of search criteria to locate a repair order or series of repair orders:

e Order Number: Search by repair order number or
accessory order number (if applicable) ﬂ'h.ZEBRA

prdtest 4242018 | £y | @ | & English

HOME REPAIR ORDERS

e Customer Ref #: Search by text value documented on NoRecords
the repair order or accessory order (if applicable)

ASSETS CONTRACTS VALIDATE WARRANTY AND ENTITLEMENT

Order Numbera v Order Type Job Type Exchange Type Order Date Created By Account # Account Name Ca

e Purchase Order #: Search by text value documented
on the repair order

e Serial Number: Search by serial number associated - )

with the repair order
e Store Number: Search by store number associated -
with the return shipping address
:

e Ship Address Postal Code: Search by postal code
associated with the return shipping address

e Bill Address Postal Code: Search by postal code
associated with the billing address
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Initiating a Search

The Search Order screen displays, presenting a list of search criteria to locate a repair order or series of repair orders:

e Status: Select from 5 options: Submitted, Cancelled,

. Q prdtest 8 &5 English
Pending Quote, On Hold or Closed Y ZEBRA R e S
e Order Date: Select the time period, maximum allowed No Recoras
is 90 days
Order Numbera v Order Type Job Type Exchange Type Order Date Created By Account # Account Name Ca
NOTE: If you click on without filling out the |\ EEEET
search filters, orders created within the past 30 days will s
d iS p | a y . 12 Bill Address Postal Code
STATUS 4
Pending Quote
On Hold
ORDHE:;;\TE
From | @
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Initiating a Search

Step 2: Type or select search criteria
SEARCH ORDER
Step 3: Click on
Search Ulsing |Pleasze Selact |
NOTE: If a user clicks on without applying
search criteria, repair orders and accessory orders =rTier MU' VElLes separaie naneE
(if applicable) submitted within the last calendar S
month display T
H400E 367122 “
STATUS ORDER TYPE <
Submitted Repair Crde
Cancelled Accessory Cirde
Pending Quiate
O Haold
Closed
9 ORDER DATE
From | 20-08-2018 | I3
Te 15-11-2018 | 13]
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Search Results

The Search Repairs screen displays orders matching the search criteria. Limited information displays:

View the Line ltem
Status and Line Sub

Click on Export to
create a file for use
in reporting

Status fields for detailed
status information

Order Numbser Order Type Job Type Exchanpe Type Order Dateaw Created By Account # Account Name Ciontact Product Serial Numbeer Order Status Line SubStatus Instruction Type Bctive Quotes

22824031 RM& Repair Return | Billable 28-11-2018 DB:26... PROTEST.42420... 1356842 ZEBRA TECHMO... 4242012 prdiest MCB190-G305W... SERIAL# UNKN_.. Submitted Open M
w RMA Repair Return | Contract 26-11-2018 15:42... PROTEST.42420... 135&842 ZEBRA TECHMO... | Ambler Tony Y45110201000... WPSACFIZD183C2 Submitted Pending

22823800 RM& Repair Return | Contract 26-11-2018 15:42... PROTEST.42420... 1356862 ZEBRA TECHNO... Ambler Tony ViR45110201000... WPSACG310282D1 Submitted Pending

22823000 RMA Repair Return | Billable 26-11-2018 15:42... PROTEST.42420... 1356842 ZEBRA TECHNO... Ambler Tony MCB190-G305W... SERIAL # UNKMN_..  Submitted Pending On Hold

: e Orde pe Tield displa e
(LS Searcdh RTpalrs e of order. Repair orders refle Order Status field displays the
inforsrfqraeg(r)ln E)Fr) :I\I/Siines RMA Repair Re overall status of the repair order:

Submitted, Closed, or Cancelled
on the order

The order number may

display multiple times,
reflecting the number
of lines on the order

Step 4: Click on the repair order number in the Order Number field to display the repair order details
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Viewing Repair Order Detalils

Once the repair order is accessed, key information displays, providing details on the progress of the repair order. The following

information is accessible within the Repair Order # screen

Repair Order # 22624811

=

Share |nam

m REVIEW QUOTATION GEMERATE SHIPFING LABEL

ne@domain.com,name@domain

com

Users can send the repair order details to additional
contact email addresses

Separate email addresses with a comma (,)

ACCOUNT SHIPFING CONTACT
Aceount Number Contact
1356282 Tony Ambler

SHIFPING ADDRESS

Store Number

DOCUMENTS

Contact Email Address
tmvxB3{@zebra.com--removed

Account Name
ZEBRA TECHNOLOGIES CORP

Customer Reference # Work Phone #

Test Company,

150 Broadhurst Gardens as:

London,
United Kingdom, NWEG 3AU

d,

ShippingManifest_22824811_02-07-2018_03-15-52

ZEBE Service Repairs ENUJ_22224811_02-11-2018_10-48-22

1 12345 Open On Held
AL #UNKN.. Ops On H
CONFIGURATIONS Mo Records ACCESSORIES

Configuration Name Value Kit Name Accessory Name

The Line Items section

displays repair
information for the
specific line(s)

123 640305032
e
LINE ITEMS
Filter Type |V||= ter Value | m
Line #4¥ Serial # Line ltem Status Lime Sub Status  Product Qutbound Serial # Job Type Exchange Type Net Price

Eld

=

3400.00

30.00

The Shipping Contact

and Shipping Address
section outlines the

contact and return
ipping address of the
repair

sh

The Documents section allows the
user to access key documents

related to the repair order
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Accessing Repair Order Documents

The Documents section provides access to important documents for the repair order. Key documents accessible include:

Repair Order # 22624511
m REVIEW CQLMITATION GEMERATE SHIPPING LABEL Share |name@domain.com,name@domain.com | m
ACCOUNT IPPING CONTACT SHIPPING ADDRESS DOCUMENTS 1-2of2
Account Nu Store Number ShippingManifest_Z2824811_02-07-2010_03-15-52
1356962
Account The shipping label is accessible if Test Company EB Service Repairs ENU_22824811_02-11-2019_10-45-22

159 Broadhurst Gardens asd,

the order is eligible for return
shipping to Zebra’s Repair Center bi?{i’iﬂ:;irgm._ e

The Billable Quote can be The Shipping Manifest document P
reviewed to determine the provides a reference for the repair
repair charges for the per ter Valu order and should be printed and
incident repair placed inside the return package
Lime ltern Status Lime Sub Status  Product Exchange Type Met Price Sparepool Name |
1 12345 Open Om Hold SE-1200LR-101 A $400.00
2 SERIAL# UNKM... Open Omn Heldd MCE190-GI0EW... 123 3 sols £0.00
3
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Viewing Repair Line Detalils

The Line Items section displays important information about each repair line(s). The following information is available:

The Serial # field
displays the serial
number documented

The Outbound Serial # field
displays the serial number
shipped to the customer

on the repair order

1-20cf2
r— -
Line #aw Serial 2 Product Line ltem 5tatus Line Sub Status  Customer Reference # Qutbound Serial # eceived Date Job Type Exchange Type Met Price
04-12-2018
1 12345 SE-1200LR-1001A | Open [on Hodd 123 =R e
2 SERIAL # UNKMN.. | MC2130-3303W... | Open [on Hedd 123 = 30.00
2

The Received Date and

Inbound Tracking # fields
display information about
The Line Item Status field the received unit
displays the repair status of
the specific device

10
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Viewing Repair Line Status Information

The Line Item Status field displays critical information about the progress of the repair. The following status values display in the Line Item
Status field:

e Pending: Repair order has been submitted. This status displays when:
Zebra’s repair order system has not confirmed the order, the Help Desk is
addressing an issue with the repair line, or there is action required from
the customer

Serial Line # Procluct& Line ltem Status

e Open: The repair order has been confirmed and the Repair Center has
acknowledged the repair order. This status also displays when the Help
Desk has addressed the issue with the repair line (if applicable)

SERIAL # UMEMN... 1 MCE120-G305W... Ppen

e Received: Repair Center has received the faulty unit and acknowledged
the receipt

e Repair Started: Repair Center has initiated the repair process
e Repair Completed: Repair Center completed the repair process
e Shipping: Repair Center shipped the device back to the customer

* RMA Closed: Shippingis complete and billable repairs have been invoiced
(if applicable)

e Cancelled: Repair line has been cancelled
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Viewing Repair Line Sub Status Information

The Line Sub Status field provides additional status information about the repair. A value of On Hold displays if the repair can not
proceed. A repair may be on hold various reasons. Common reasons include:

e The parts for the repair of the faulty unit are not available. The repair remains on hold until the parts are available to complete the
repair. Please review the Part Due Date field for the date when Zebra expects to receive the parts required to complete the repair of
your device.

Line Items
Line #&w Serial # Line ltem Status Line Sub Status Parts Due Date Customer Reference Product Outbound Serial # Job Type Exchange Type MNet Price
o1 AZ219HD028623 Cpen WAIS2100000045... Contract €0.00
o 2 SERIAL # UMEMC... Open On Held WVWAISZ2100000045. .. Billable
o 3 1124400502357 Cpen On Held 25-12-2015 00:00:00 MCS190-G0SWGE. .. Contract £€0.00
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Viewing Repair Line Sub Status Information (Continued)

Additional reasons why a repair line may be on hold include:

e The per incident repair quote is pending review. The quote can either Contact the Repair Help
. . PR . Desk to determine why

be accepted or declined. If accepted, payment information is required.
Once provided, the hold is removed and the repair progresses. If
declined, the repair line is cancelled 1-50f5

the repair line is on hold

Line Items -2 0
— A billable repair quote may apply to faulty units that are entitled for
repair, however the Repair Center found damage not covered under Line #4%Serial # Line Item Status  ILine Sub Status
by warranty or service contract. A hold is applied to the repair line
until the customer confirms payment for the per incident repair 0 2 0276521101330 Shipping
* Entitlement information was disputed. If the entitlement status is not . e .
accurate and the billable job type is disputed, the repair line remains on . 8271521101400 Shipping
hold until the appropriate Zebra team can review the entitlement status . 1230521100324 Shipping
(warranty or contract) o N
e The device was flagged as a repeat repair, using the dispute process. o 5 0276521100986  Shipping
The repair line will be on hold until the appropriate Zebra team can .
: : : y 1 0037521102680  Repair Started On Hold
review the repeat repair status and determine how to proceed

13
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Viewing the Outbound Serial Number

The Outbound Serial # field displays the serial number of the unit shipping back to the customer. The following information is important
to note about the outbound serial number:

If the values listed in the Serial # and
Outbound Serial # fields are the same, the

faulty unit was repaired and returned

Line ltems 1-40f4
Line #aYSerial # ob Type Outbound Serial # ILine Item Status If the values listed in the Serial # and Outbound Serial #
field are different, a replacement unit may have been
_ _ sent in advance of the repair of the faulty device, if

s 1 |16357523020624  |Contract 16357523020624  |RMA Closed . ’

i N N entitled by the Zebra OneCare Select Contract

o 2 16028523020774  Contract 16089523023461  RMA Closed

o 3  16357523023797  Contract 1 ]

Lineltems 1-20f2

o 4 12045521120425  Contract 1
Line #a1 Serial # ob Type Outhbound Serial # [Line ltem Status  Received Date Outbound Tracking #
o 1 |14326523021886 |Contract 11125521120161  |Shipping GE382702669WW
o 2 |14334523020117  |Contract 14007523020022  |Shipping GE382702669WW

14
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Checking the Status of a Repair

To check the status of a repair, review the following information to determine the status:
For this scenario, the order

Line Item Status: repair complete, shipped, or RMA Closed status may reflect submitted or

closed, depending on the status
of the individual repair lines

Review the Qutbound Tracking field for the tracking number of the return shipment

Line tems 1-20of2
Line #&w Serial # Product Repair Center Job Type Line ltem Status Duthound Tracking #
1082520801034 MC7586-PZCSUR... El Paso Service C... Billable RMA Closed
z 132670050201 DE54Z08-0L00007... ElPaso Service C... Warmranty RMA Clozed Z3423423432424

Line Item Status: pending

Review the Line Sub Status field to determine if the repair line is on hold

Order Number Order Type Order Date Contact Created By Order Status Lime Item Status Lime Sub Status
21556552 RMA Repair Return  01-12-2017 MALA TO3 MALA TO2@EMAILL... Submitted Pending
215RE6E52 RMA Repair Return  01-12-2017 MALS TO2 MALA TO2@MAILL.. Submitted FPending Dn Hold

e |If the Line Sub Status is on hold and parts due date field is empty, contact the Repair Help Desk for additional information about the

hold
e Additionally, contact the Repair Help Desk, if the line item status is pending and the line sub status is blank

15
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Checking the Status of a Repair

Line Item Status: open

Determine when the faulty device(s) was sent to the Repair Center. A status of open indicates that the faulty device has not been
received at the repair center

Line ltems

Line #& Serial # Product Repair Center Job Type Line ltem Status

143275230208963 WTH41NO-T2EZYER  El Paso Service C... Contract Open

Line Item Status: repair started
e For contract repairs, consult the Zebra OneCare information for applicable repair turnaround time information

e For warranty repairs, consult the product warranty information for applicable repair turnaround time information

1785 M TZ0R0-SL0DE21... Zebra South Florid... Billable Repair Siared

(A1
.
=]
[
[
i
(=]
=]
n
(=)

M TZ0R0-SL0DE21... Zebra South Florid... Billable Repair Stared

(w1}
(=]
| o]
—
[Eu]
(=]
o
[ ]
[r=]
[en]
[
[Ex]
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Checking the Status of a Repair

Line Item Status: cancelled

A status of cancelled has a number of potential root causes:

* The quote for the per incident (billable, time and material) repair charges were declined
e The faulty device was not received at the repair center within 30 days

If additional information is required, contact the Repair Help Desk

Line ltems

Line #& Customer Reference Serial # Product Job Type Exchange Type Sparepool Mame Line ltem Status

SERIAL # UNKMC... MCO500-KCODAE... Billa

1]

Cancelled

(=)

NOTE: If a portal user cancelled a saved, un-submitted repair order the line item status reflects RMA Cancelled
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Exporting Search Results for Reporting

Once repair order data is located, users can export the search results into a editable file for reporting. The following steps outline the
process to export repair order search results

Step 1: Conduct a search for a repair order or series

Of re pa I r Orde rS HOME REPAIR ORDERS REPAIR STATUS ASSETS CONTRACTS VALIDATE WARRANTY AND ENTITLEMENT

Showing 4 records from last 30 days as no search criteria specified.

Step 2: Click on[E=&ail] | A csv file extension is
generated. The entire row displays in one P
REPAIR ORDER STATUS AND HISTORY

column with the data separated by a comma

SEARCH ORDER Order Humber Order Type Job Type Exchange Type Oroler Date & Created By Account # Account Name
22824031 RMA Repsir Return  Billable 28-11-2012 08:25... PRDTEST.42420... 1356062 ZEBRA TECHNO...
22823050 RMA Repair Return  Contract 26-11-2012 15:42... PRDTEST42420... 1356082 ZEBRA TECHNO. |
228230950 RMA Repsir Return  Contract 26-11-2012 15:42. PRDTEST.42420... 1356062 ZEBRA TECHNO. .|
22823930 RMA Repsir Return  Billable 26-11-2018 15:42.. PRDTEST42420... 1356062 ZEBRA TECHNOD. |

STATUS ORDER TYPE d
Submitted Repair Order
Cancelled Accessory Order

Pending Quote

On Hold
Closed
ORDER DATE
From | | @
To | | & |
SUBMIT

18
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Learn More

The design, technical, and cost information (“Information”) furnished in this submission is confidential proprietary information of Zebra Technologies International, LLC. Such Information is submitted with the restriction that it is to be used for evaluation purposes only, and is
not to be disclosed publicly or in any manner to anyone other than those required to evaluate the Information, without the express written permission of Zebra Technologies International, LLC. The Information provided in this submission is for information and budgetary
purposes only and does not constitute an offer to sell or license any products or services. This submission is not binding on Zebra Technologies International, LLC and Zebra Technologies International LLC is making no representations, warranties, or commitments with

respect to pricing, products, payment terms, credit or terms and conditions.

ZEBRA and the stylized Zebra head are trademarks of ZIH Corp., registered in many jurisdictions worldwide. All other trademarks are the property of their respective owners. ©2017 ZIH Corp. and/or its affiliates. All rights reserved.



