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Overview

This document offers step-by-step instructions for using the Lenovo Service
Portal (Next Generation Service Portal). It also explains how the NGSP portal
integrates with the Lenovo Warranty process.

Getting Started

Through the NGSP Portal, users can access Lenovo’s web-based services to
manage work orders and cases, update location details, and oversee contacts
and user accounts. To log in and begin using the portal, the following
requirements must be met:

e Users must have an email account associated with the Location’s domain.
Registration requires an invitation from the Location’s ASP Admin or an ASP
Admin L2.Access to the documentation available in the Service Support
Guide (SSG).

e Users should be able to reference the Service Support Guide (SSG) for
detailed instructions and support materials.

How to Sign In

e Portal URL: https://ngsp.lenovo.com

<-;> Lenovo Next Generation Service Portal

ALL SERVICE PARTMER USERS, PLEASE CLICK:

ALL LENOVO INTERMAL EMPLOYEES:

ACTIVE DIRECTORY  (IT CODE)
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Password requirements

e Passwords must be 8 to 20 characters long.

e They may include both uppercase and lowercase letters.

e They may also include numbers and special characters (such as !, ', $, %, etc.).
®Passwords are case sensitive

Dashboard Overview

Your landing page will vary depending on your user role. You can customize it by
selecting “Set as default.”

e ASP Admin Users: Front Desk Dashboard
e ASP Technicians: Technician’s Workbench

Warranty Orders
Warranty requests consist of two steps: Cases and Work Orders.

Case creation
If you are assigned to multiple locations, be sure to select the correct location
first before creating a case and its corresponding work order.

= | )
Canada-Compugen Inc

Heme / Case
United States-Sound Microsystems

Case _
Canada-Coreio CAMADA Inc
United States-Hamburg Area School District
Canada-PSPD CompuCom CA X

Case Number: Location:

United States-CELL
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To create a case, you may use either of the following options:

e Click on “Create Case” from the top menu.

Lenovo. fiES3 = Canada-ITIH INC.
€ Dashboard Home / Dashboard

Front Desk Dashboard BEA-ETSREENE ' Refresh Al

B Service Management -

Or, from the left navigation panel, select “Service Management”, then choose
“Case”, and click “Create.”

[=1Te)V/eW NGSP = Canada-ITI INC. o g =]

& Dashboard Home / Service Management / Case
B SeviceMansgement |~ Case

Work Order Case Number : Serial Number :
2 Search Clear All

Batch Upload

Service History

Product Selection
To begin the case creation process, enter the unit’s serial number and click

“Entitlement Check”. The system will then display the entitlement details for
the entered serial number.

Create Case

Product

|=&Ser'|al Numbar: ‘

Options () Y2z (@ No

MTM &

@If the unit has already been repaired at your location, a Duplicate Active Case
& Work Order pop-up will appear. This allows you to review the SN's repair
history and decide whether a new case is necessary.
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By clicking the Case or WO hyperlink, the existing record will open in a new
tab for reference.

Duplicate Active Case and Work Order

| Open case or work order exists with the same serial number. Are you sure you wish to proceed ?

Case Title Case Number Case Status Created At

this is case
fitle2023 02 13140 200151259 Solution Provided 2023/02/13 0%:22

923

this is case
1itie2023.02 13.14.0 2001512595
925

this is case
1itle2023 02 13140 2001512591
924

this is case
itie2023.02 13140 = 2001512590
924

this is case
1itle2023 02 13 14 0 2001512545 i 2023/02/13 07:11

02.13.140 2001512530 Solution Provided

Work Order Number Work Order Status Created At

4005187486 Awaiting Order Release 2023/02/13 1441

2001512499 New

this is case

To close this window, simply click on the upper right X. You will return to the
case creation page and the unit's information will be displayed.

Caselnfo  Changelog  Remark

@il O Cotapse
Product (Service History | °
* Serial Number GMOZW3AH Machine Type:  21LT
Options (: . Model:  S2UWO00
MIM®: 21LTS2UW00 Product Description:  NB TP T14s G5 ULT7 166 256G 1P
Repeat Repair @ : (I Brand: PCG THINK NOTEEOOK
Refurbish Flag : ® no 0ld Product ID (MTM) ;

Repeat Case Reason
If the serial number shows a previous repair (either at your location or by
Lenovo), the system will prompt you to select a Repeat Case Reason.

= Repeat Case Reason: w Repeat Count: 428
This field is required
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®Important: This field is used for record-keeping only and is different from
the AWSP Repeat Repair section found in the Work Order. The AWSP
section may affect labor reimbursement, while the Repeat Case Reason does
not.

If your location has not serviced the unit within the last 30 days, simply
select “Other” as the Repeat Case Reason and continue creating the order.

Serial Number Coverage
This section displays the types of coverage associated with the unit’s serial
number.

l SN Coverage

Premier Service:  Premier Support Hard Drive Retention : (D
Accidental Damage Protection : C’ Sealed Battery : ()
International Entitlement : C’ Tech Installed CRU : C)
Other Entitlement : AIPC Support : C’

Customer section

Complete the customer details, which may later be used as the shipping
address for parts.

Clicking on Search Customer will open a pop-up window. This allows you to
look up existing contacts by first name, last name, or contact ID (if known).

Customer [(Search Customer | [(Address Validation | L]

* First Name : * Last Name:

Company Name : Business Partner Number :
House Number Customer ID @

* Customer Address1 : Customer Address2 :

* Customer City : * State/Province

* Country/Region: ~ Canada * Customer Postal Code :

* Customer Email : * Customer Contact Number (D 1

Notify Customer on Update : (I Survey Preference : ()

l Additional Addresses

Address Type House Number Street 1 Zip/Postal Code Action

Lenovo | Work Order User Guide
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To locate an existing customer, click “Search Customer.” Enter any details you
remember—such as first name, last name, or customer ID—and then click
“Search.”

The system will display all matching results below. Select the correct contact
from the list and click “OK” to confirm.

Search Customer

First Name Last Name Customer ID
Business Partner Number Company Name Street 1
Customer Email Customer Contact Number

Retrieved Customer

Customer ID First Name Last Name ‘Company Name Business Partner Number Customer Email Customer Contact Number Address

No data

If you prefer to enter customer details manually, complete all fields marked
with a red asterisk (required fields).

Once all required information is filled in, select “Address Validation”. This step
ensures the address is accurate and prevents errors, which is especially
important since the information may be used for parts shipment.

Case Information

e Case Title: This is a required field used for record-keeping. A clear title will
also help you identify and manage cases more easily.

e Problem Description: Provide a brief summary of the issue or failure
affecting the unit.

Diagnostic information

The field “Used Lenovo Diagnostics Code” is automatically set to “NO.” When
this is the case, you must select a No Diaghostic Reason from the drop-down
menu. Please choose “BP” from the list to proceed.

l Diagnestics Information

Used Lenovo Diagnostic Code : () * No Diagnostic Reason :
Is Dispatch Validation : () Diagnostic Result :
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CEC Related information
The fields for Case Priority, Impact, and Urgency are automatically
predefined. These values are non-editable.

l CEC Related Information

Case Type: Service Delivery Incoming Channel:  ASP Portal
Case Priority:  Priority-3 (Med) Urgency: Med

Shipping Instructicn : Impact: Moderate

Once all required information has been completed and carefully reviewed,
click “Submit” to create the case. This action will allow you to proceed with
the Work Order.

Cancelling a Case

If you realize that incorrect information was entered in a case, or if the case
is no longer needed because no work order will be submitted, you can
cancel it.

After the case has been submitted, a “Cancel Case” option will appear at
the bottom of the page. Select this option to cancel the case.

Proof of Purchase (POP) Upload

If the unit is out of warranty and the Registrations team has not been
contacted, the system will request a Proof of Purchase (POP) when
creating the Work Order.

The POP must be attached to the case so Lenovo can review and approve
it, if applicable.

To upload the POP:

e Click on “POP Update” at the bottom of the case.
e A pop-up window will appear.
e Select the file from your desktop and upload it.

Lenovo | Work Order User Guide _
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POP Update

To raise an escalation to update entitlement, please upload proof of
purchase in picture format (jpg, png, jpeg, pdf) within SM.

&, Click to upload

Creating a Work Order

A Work Order can be created either from a newly created case or by reusing an
existing case that is still open.

To search for an existing case:
e Enter the case number directly into the search box at the top of the page.
e Alternatively, go to Service Management — Case and fill in one of the available

fields.
e |f you don’t remember the case number, enter the unit’s serial number and click

“Search.”

Lenovo. lile3 = United States-Sound Microsystems v I I ) @ swesto@notmailcom @
Home / Case
@ Dashboard
Case Create
B Service Management
Case
Case Numper! Serial Number: Location:
Work Order
Search Clear All

RiMA

Cases & Work Orders

Lenovo | Warranty Claims User Guide
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To proceed with the Work Order submission process, click on “Create Work Order.”

I Preferred Onsite Date
Preferred Onsite Start Date 1: Preferred Onsite Start Date 2 :
Preferred Onsite End Date 1: Preferred Onsite End Date 2 :

Preferred Onsite Time Zone :

Work Order Type

From the Work Order Type drop-down list, always select AWSP if it is not already
pre-populated by the system.

CaseInfo  Create WO

New New
Wo
L dified ds

Jump To Parts Jump To Service

Work Order Information

* Work Order Type : | AWSP # Qrder Type:

Technician Name : External Reference Number :

Exception Approval Code : Repeat Repair @ : (I

* Part Ship To Location : AWSP Repeat Repair :
* Repair Location:  Customer Work Order Priority:  Premier
Program : Refurbish Flag : ®

Service Type

There are seven distinct Service Type options available. To view them, click on
the drop-down menu and select the appropriate Service Type for your case.

Lenovo | Warranty Claims User Guide
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Accidental Damage Warranty

Select this option for units that have suffered accidental drops or spills, provided
the unit is covered.

Customer Limited Warranty

Use for standard warranty repairs. Work Orders may be entitled electronically or
by proof of purchase. Labor reimbursement is based on the actual service type
(On-Site or Bring-In).

DOA (Defective on Arrival)

Choose this option if a replacement part received from a previous Work Order
arrives defective or damaged by courier.

- Only the FRU number from the original Work Order will be displayed.

- Must be submitted against the same serial number within 30 days of the
original part’s delivery date.

- Enter the original Work Order number in the “Original DOA WO Number” field.
- Select “Part DOA” from the Repeat Repair Reason.

- No additional parts can be ordered.

- If the 30-day time-frame has passed, the order will not be dispatched and must
be canceled.

Labor Only

Select when a service is performed but no part is required. These Work Orders
are subject to manual audit. Full documentation of the service performed and a
Lenovo Service Tip in the case are mandatory. Lenovo reimburses Authorized
Warranty Service Providers (AWSPs) for eligible labor-only repairs.

Not eligible for reimbursement: adjustments of customer-level controls (e.g.,
monitor settings), software problems or updates (OS, applications, firmware,
BIOS), installation, configuration, setup, telephone assistance, or customer
training.

Types of Labor Only Work Orders:

- ADP — Service Code confirming repair is mandatory.

- Standard — Service Code confirming repair is mandatory.

- Software/Firmware — PD code is mandatory. Format: PDTHT002998 (where
“‘PDT” is added if entered manually). Alternatively, use the PD tree button.

- CritSit — CritSit Case number is mandatory.

Lenovo | Warranty Claims User Guide
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e Engineering Change (ECA)
Select only when a valid ECA has been issued by Lenovo. The ECA
Number must be entered in the designated field.

e Option Claim Order
Use for repairs on external options such as keyboards or docks.This
option will be pre-populated if “Yes” was selected for Options in the
Product section of the case. A Proof of Purchase (POP) must be
attached for validation and approval.

e Pre-Customer Limited Warranty
This option has been discontinued and is no longer supported. Do not
select this Order Type under any circumstance.

Technician

Select your technician from the drop-down list.

If the technician you need is missing, refer to the Profile Managing and User
Guide for instructions on updating your profile.

External Reference Number

This field is your BP reference and will appear on the parts packing list document.
It is recommended to complete this field. Note that the maximum length is 35
characters.

Repeat Repair

This setting does not affect labor reimbursement.

If set to “Yes”, the Repeat Repair Reason becomes mandatory and must be selected
from the drop-down menu.

AWSP Repeat repair

This section will show if a previous Work Order has already been created in system
within the past 30 days.

If the "AWSP Repeat repair” toggle is set to "Yes", labor reimbursement might be
blocked.

Work Order Information

Woaerk Order Infe

# \Work Order Type: | AWSE *Order Type: | Customer Limited Warranty
Technician Name: External Reference Mumber:

Exception Approval Code: Repeat Repair (3):

% Part Ship To Location: I AWSP Repeat Repair: I

* Repair Location: \Werk Order Priority:  Premier

Program:

Lenovo | Warranty Claims User Guide
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Part Ship-To Location
Select where you would like the parts to be shipped from the drop-down
menu. The available options are:

Customer - Ship directly to the customer’s address.

[ ]
e Technician - Ship to the assigned technician.
e Dealer - Ship to the dealer location.
e Alternate - when this option is selected a pop-up window will appear
al
Part Ship To Location: Alternate a
First N. st Mobile Ph Email Add H NO/S 1/ 2 Ci St i Batel d i
irst Name Nafie obile Phone mail r ouse [/ Street 1/ Street ity tate/Province o ountry/Region
’ . 88888 / 888 55555 JII1)
yang yang +1 s .com SS5555S 98104
yonghui1190 wang +59315567676767 yonghuiwang1@lenovo.com 666 / haidian beijing 2617
< 1 2 3 4
Create New Address
#* First Name + Last Name + Mobile Phone * Email Addr
House NO * Street 1 Street 2
+ City # Country/Region + Postal Code *+ State/Province
Cancel Save

®You can either enter the required shipping information or select from an
already saved address.

Repair Location

This field is not mandatory, but it is important to complete as it is used for
tax calculations. Make sure to select the appropriate option from the drop-
down menu before proceeding.

# Part Ship To Location: | Altzrnate

# Repair Location:

) Customer
Frogram:
Technician
Initial DiagnostTR—"—"
KEY DATES Dealer

Lenovo | Warranty Claims User Guide
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Initial Diagnostics

Actual Performed Date

Enter the date on which the diagnostic was performed. If you complete
this field after submitting the Work Order, the Diagnostic Notes and
Repair Notes fields will become mandatory, and Labor will be created in
Fixed status. This is the recommended process.

Diagnostic Notes
While not mandatory at this stage, it is strongly advised to complete it
with repair-related comments. It will become mandatory when:

- You finish the repair, or

- You have entered the Actual Performed Date during Work Order
creation.

PD Code

Select a Lenovo Service Tip using the “View PD Guide” button.

If you already know the Tip number, enter it directly into the designated
field.

®When creating a Labor Only Work Order with the “Software” type,
you must provide a valid Tip number.

These Work Orders are subject to manual audit, and a valid PD code is
required for approval.

Initial Diagnostics

KEY DATES
Actual Performed Date (7):
PRODUCT INITIAL CONDITION

Diagnostic Notes:

PD Code R
RIS Code

Lenovo | Warranty Claims User Guide
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In the pop-up window, click the “Tips Viewer” icon to search for and
select the corresponding Tip Number.

& language:  English v 0 a
Tips Viewer - Check for any latest tips related to the product you are troubleshooting
Keywords: products > components > filters > OR | 4 digit MT searc RESET SHOW SELECTED DOCUMENTS
Q @ B i @& & O =0 @ [ ] language:  english v/ e a
TIPS VIEWER (KNOWN-ISSUE VIEWER)
Keywords: products > components > filters v OR'| 4 digit MT RESET SHOW SELECTED DOCUMENTS
no flter
Known Issue hide generic confidential critical
Doc Id Document Title Last Update Select
HTS01098 Android Upgrade Matrix 2025-06-20 Copy PD
HT505893 Warning message “The connected AC adapter has a lower wattage than the recommended model - Please connect the AC adapter which was shipped with the system for best system performance” - P220 Tiny 2025-06-20 Copy PD
HTS510459 Dock Guidelines and Troubleshooting when connected to Lenovo or Non-Lenovo systems 20250620 Copy PD
HTS12607 Battery not charging when connected to the AC adapter - Thinkpad 20250620  CopyPD
HT513232 Yellow mark appears on C drive icon before the BitLocker Device Encryption is completed - Windows 11 2025-06-20 Copy PD
HT515563 Frequently Asked Questions (FAQs) - Lenovo Tab P12 (TB370FU) 2025-06-20 Copy PD
HT516021 Linux Support on Lenovo ThinkPad Docks 2025-06-20 Copy PD
ACC500411 1) Test page, do not publish to public, do not translate 2025-06-19 Copy PD
HT516718 Intel 13th and 14th Generation Desktop Processor Instability 2025-06-19 Copy PD
HT517560 Legion space 20250619 CopyPD
Related Info hide generic confidential critical
Doc Id Document Title Last update Select
HT025676 Keeping your computer clean - Notebooks, All-in-One Desktops, Tiny-In-One, and Monitors 2025-06-20 Copy PD
HT100053 Connexting your smartphone to PG 20250620 CopyPD
HT102247 Submita PC Service Request 20250620 CopyPD

Legend: ) servicer Confidentisl (3 Servicer Critcsl

®The system will allow you to select a Tip Number that may not be valid
for the serial number being serviced. Please make sure to confirm that the
selected Tip matches the unit.

On the Tips Viewer page, you can refine your search using the following
options:

- Filters located at the top of the page.

- Enter the device’s Machine Type (MT) and a keyword in the search field to
narrow down results.

Q 2 B i @ & & O = 0 @ a@ i

TIPS VIEWER (KNOWN-ISSUE VIEWER)

Keywords: products > components > filters ™ R

search RESET

Lenovo | Warranty Claims User Guide -
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Q @ B i @ & & O = 0 ® QB B i @ & 8 O = 0 @ o

TIPS VIEWER (KNOWN-ISSUE VIEWER)
TIPS VIEWER (KNOWN-ISSUE VIEWER)

Keywords: products > components >  filters v OR | 4 digit MT|
Keywords: products > components > filters >
ng Boot Power Beep Windows
Think Idea Lenovo ThinkPac Kno Android Chrome Recovery Restore
. . . Di Slow Hot Han Freeze
ThinkCentre ThinkStation IdeaPad IdeaCent c
H
Sleep Wake Blue Screen
laptop desktop IdeaTab Tablet H £
H BSOD BIOS Line Password b
i H
Tab Chromebook LSC Diag T a upgrde: e
H 3
H Device Device Manager SF17-D SF17-T
Rel: SF16-D SF16-T SF15-D SF15-T
% SF17 SF16 SF15

Document Title and Tip Validation

e The Document Title section provides a brief description of the Tip
information. This helps you identify which Tip may be related to the issue
being addressed.

e To confirm the Tip details, left-click on the blue “Document ID.”

e You will then be directed to the full document information, where you can
verify that the selected Tip is correct for your unit and the specific
problem.

@ Known Issue

Send Doc Id plias Series Document Title
a8_50_tablet_q IT.A8-50 © Quick Start Guide (Multiple Languages) - A8-50 Tablet (A5500)

Select ACC100372 Accessories Accessories and Options Warranty Lookup

Select ACC500194 Accessories ThinkBook Integrated Earbuds/ThinkPad Integrated Earbuds - Overview

Select DS550872 TP:T14 Gen 2 (...} @ Lenovo Battery Firmware Update Ufility for Windows 10 (32-bit, 64-bit) - ThinkPad
FAQ194 ITA1000 & How to check the tablet build number - IdeaPad A1000 Tablet
FAQ196 IT:A1000 © How to insert a memory card - IdeaTab A1000 Tablet
FAQ197 IT:A1000 © How to insert a SIM card - IdeaTab A1000
FAQ205 ITA1000 & How to stop programs running in the background - IdeaTab A1000 Tablet
FAQ207 IT:A1000 © How to transfer data between USB storage and an external memory card - IdeaTab A1000
FAQ211 ITA1000 & How to turn on USB debugging - IdeaTab A1000 Tablet
FAQ216 IT:A1000 © How to upgrade the tablet build - IdeaPad A1000 Tablet
FAQ218 IT:A1000 © How to use Bluetooth - IdeaTab A1000 Tablet
FAQ219 ITA1000 & How to connect to a wireless network - IdeaTab A1000 Tablet
FAQ223 IT:A1000 © How to manage applications - IdeaTab A1000

0 Rejated Info
Send Doc Id plias Series Document Title

ACC100038 Accessories Lenovo USB 3.0 to DVI/VGA Monitor Adapter (0B47072, 03X6577) - Hints and Tips

ACC100065 D026321 Accessories Lenovo Wireless TouchPad for Windows 8 - Overview and Service Parts

ACC100080 Accessories ThinkStation 256GB M.2 Solid State Drive/ 400GB 2.5" SAS 12Gbps Hard Drive - Overview and Service
ACC100082 Accessories ThinkStation 145W/160W Active Heal Sink - Overview and Service Paris

ACC100083 Accessories Lenovo 2133Mhz ECC LRDIMM/ RDIMM WorkStation Memory - Overview and Service Parts
ACC100094 Accessories ThinkCentre 6Gbps Solid State Drive - Overview and Service Paris

ANCANNNGR Arrecenriss ThinkStatinn Flay Adantar - Nuarview and Senvire Parte

Legend: @ Servicer Confidential (& Critical Tips
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To select a Tip, simply click the blue “Copy” option located under the PD
Code column on the right side of the page. Once copied, close the window
to continue with your Work Order.

@ Known Issue

Send Doc id Alias Series Document Title PD Code
a8_50_tablet_q IT:A8-50 © Quick Start Guide (Multiple Languages) - A8-50 Tablet (A5500) copy -
ACC100372 Accessories Accessories and Options Warranty Lookup copy
@ ACC500194 Accessories ThinkBook Integrated Earbuds/ThinkPad Integrated Earbuds - Overview copy
B Dss50872 TPT14Gen 2 ( (@ Lenovo Battery Firmware Update Utility for Windows 10 (32-bit, 64-bit) - ThinkPad copy
FAQ194 IT:A1000 © How to check the tablet build number - IdeaPad A1000 Tablet copy
FAQ196 IT:A1000 © How to insert a memory card - IdeaTab A1000 Tablet copy
FAQ197 IT.A1000 © How to insert a SIM card - IdeaTab A1000 copy

After selecting and copying the Tip, you will return to the Initial Diagnostics
section. The selected Tip’s information will automatically populate in the
corresponding fields

Initial Diagnostics

KEY DATES
Actual Performed Date (7):

PRODUCT INITIAL CONDITION

Diagnostic Notes:

PD Code PDTHT510459

PDTHT510459

PD Code @ PDTHT510459

PD Levell & KB Tips

PD Level2 (D KB Tips

Symptom Dock Guidelines and Troubleshooting when connected to Non-Lenovo systems
Updated At 2025-06-30 14:16:58

If you need to remove the selected Tip, simply click the “Delete” option located at
the bottom of the Tip information.

Lenovo | Warranty Claims User Guide
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Service Level Information

Actual Service Type
Select the appropriate option from the drop-down menu. There are three
available choices:

e On-Site - Eligible for labor and travel
reimbursement.

e Bring-In - Eligible for labor
reimbursement only.

e Parts Only - No reimbursement.

®Do not select “Parts Only” unless you are expressly instructed by Lenovo.
Choosing this option will block labor reimbursement.

Repair Notes
This field is not mandatory during the initial stage of Work Order submission. It
will become mandatory if:

e You complete the Actual
Performed Date, or
e You are finalizing the repair.

Best Practices
e Provide sufficient detail to describe the repair performed or required.
e These notes may be used for audit purposes, so clarity and
completeness are essential.
e You may also add any additional comments that help explain the repair
context or decisions made.

Repair Notes - Special Requirements
Labor Only Work Orders

e You must include a full description of the service performed. This
ensures proper documentation and supports audit validation.

Lenovo | Warranty Claims User Guide
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Accidental Damage Work Orders

e Provide a detailed description of the accident (e.g., drop, spill).
e Document the hardware damage observed.
e List the steps taken to repair the unit.

Once you have completed and reviewed all required information, click the
“Submit” option located at the bottom of the page to finalize your Work Order.

Line Order  SAP Servies Product Item Type Acesunting Indicator Dascription  Wark Order Servica Status Closing Code Gross Price(Total) Discount(Tatal) Tax Nt Price(Total) Action

1

@If any mandatory field is missing, the Work Order will not be submitted.
The system will highlight the incomplete field in red so you can correct it.

Additionally, a pop-up warning will appear if the assigned technician is not
qualified to perform the repair.

Parts List

To begin requesting parts, click the “Edit WO” option located at the bottom
of the page.

Parts List

Ttem Line# Requested Part/FRU Status Warranty Part Tier Part Tier Description Return Part to Lenove Disposition Mot in SBOM Other Reasan

Services Provided

Aspair Notes:  Unit does not power on. Good MB tested and worked. New MB requested.

Line Order SAP Service Product ltem Type Accounting Indicator Description Wark Order Service Status Closing Code Gross Price(Total) Discount(Total) Tax  Net Price(Total)

1 OSAWSP 73 Labor Base Warranty AWSE Labor Pending

Lenovo | Warranty Claims User Guide
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When the Work Order enters edit mode, additional options will appear on
the page. To request parts, go to the Parts List section and click on the
“Add Part” option.

pats st )
Item Line# Requested Part/FRU Status Warranty Part Tier Part Tier Description Return Part to Lenove Dispasition Not in SBOM Other Reason

a pop-up window will appear displaying the unit’s information along with
the unit’s Bill of Materials (BOM). From this list, you can select the
appropriate part needed for the repair, ensuring that the request is tied
directly to the unit’s specifications.

Parts Search

Product

PCIFKDKC 2001CTOTWW

*Country: #Language Include MT BOM pares: CRU Only: Commodity Categary-

Serial Number FRU FRU Description CRU Tier CRU Tier Description Bom Indicater Sellable Flag @y

Towtas <[1)2 3 4 58 7 8 9 > 5ipags

To make locating the correct part easier, you can use the filters located at
the upper side of the window to narrow down your search.

Zart 1D

Commaodity Categorny:
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When you are in the Retrieve Product section, you can also use the
magnifying glass icons located next to each category to refine your search.

Retrieved Products
Serial Number FRU FRU Description CRU Tier CRU Tier Descri ption Bom Indicator Sellable Flag Qty

select the required item by clicking the checkbox on the left side of the part entry

Retrieved Products

L] Serial Number FRU FRU Deescription
C519 Y6 HD with 2MIC
+ SC20KE5540
Refresh CC

when you click on the “+” icon located to the left of a part entry, the system
will display photos of the selected part, if available.

- Serial Number FRU FRU Description CRU Tier

All selected parts will be listed on the "Selected Products” section listed
below. To delete an already selected part, simply click on the "Delete” blue
written option next to each part.

Retrieved Froducts

- Serial Number FRU FRU Description CRU Tier CRU Tier Description Bom Indicator

Optional

Q1201 CRU mandatory
4
Max 5 parts allowsd per Work Order.
Selected Products
Action Serial Number FRU FRU Description CRU Tier CRU Tier Description Bom Indicator

SC20455540 :e':h‘;: with 2MIC F3 ony A3 2uik
4
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the system will display the maximum number of parts you are allowed to select
per Work Order in red (limited to 3 parts for US and CA). After you have
selected all the necessary parts, simply click “Ok” at the bottom of the page to
confirm your selections and proceed.

Max 5 parts allowsd per Work Order.
Selected Products

Action Serial Number FRU FRU Description CRU Tier CRU Tier Description Bom Indicator Sellable Flag ary

you will return to the Work Order page, where all the parts you selected will be
listed under the Parts List section. If you realize that a part was missed, you can
simply go back to the Add Part section to include the additional item.

Cancellation Process

Before dispatching, you can choose to cancel either the entire Work Order or
just a specific part that has already been selected. To do this, click on “Cancel
WO”, and a pop-up window will appear. If a wrong part has been selected,
make sure to only select the part that needs to be cancelled, rather than
cancelling the entire Work Order.

annot chack itams not zllowsd to cance
SERVICES
Item SAP Service Description Status
10 OSAWSH AWSP Labor Pending :
PRODUCTS
Item Product Description Status
30 01 ANWT 46 FRU Thermal module (AVC] Pending -
C519 Y6 HD with 2MIC
20 SC20¥55540 _b_ —— I Pending
efresh CCY -
* Cancellation Reason
Initiate Cancellation Close
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The cancellation of a Work Order or part can only be performed before
clicking on Dispatch. Once Dispatch has been initiated, cancellations should no
longer be made from your end; instead, you must contact the SMSC for
assistance.

If you need to cancel the entire Work Order, ensure that you also select Labor
Reimbursement under the Services section, along with each part that is being
cancelled. Additionally, a cancellation reason is mandatory, and you must
choose the most appropriate option from the drop-down menu provided.

H

Cannot chack iterns not allowed to cance
SERVICES

Iterm SAP Service Description Status

10 DEAWERT AWER Labor Pending :
PRODUCTS

Item Product Description Status

30 01 ANWTAG FRU Thermal madule (AVC Pending -

CS18 Y6 H C
20 SC20¥55540 e Pending

* Cancellation Reazon

Initiate Cancellation Close

Once you have completed the cancellation steps, click on “Initiate
Cancellation” to confirm the action. After all required parts have been selected
and the cancellation process is finalized, you can continue by clicking
“Dispatch” at the bottom of the page.

[B) Save ¥ Cancel Wa

The Dispatch option will only be visible when the Work Order is in edit mode.
At this stage, the system will also display a pop-up notification if the unit is out
of warranty, prompting you to attach a Proof of Purchase (POP) to the case.
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Finish Repair

The Finish Repair function is used to inform Lenovo that the repair has been
completed. To finalize the process, you must complete the Actual Perform
Date field and then click “Finish Repair” at the bottom of the Work Order.

® Please note that failure to select Finish Repair will place the order on hold
for labor reimbursement, and payment (if applicable) will not be released until
the process is completed.

This action is not tied to the part’s status, meaning you can select Finish Repair
at any point during Work Order creation. However, it is advisable to create the
Work Order with labor already in Fixed status, as outlined in page 16 of the
guide.

WO 4005188594
SMSC Case - Work Order

Last modified date: 2023-02-2

Accepted O—0—0—0 © © © Parts Ordered Jump To Parts Jump To Service
Work Order Information Date Information Reimbursement Details Change Log Remark

Work Order Info

Work Order Type:  AWSP * Order Type:  Customer Limited Warranty

* Technician Name:  Jamie Oliver External Reference Number:

Exception Approval Code: Repeat Repair Reason:  Lenovo Software Issue

Repeat Repair (): Repeat Count: 963

Part Ship To Location: ~ Alternate 15114 NE 24th St,98052,Redmo  AWSP Repeat Repair:

Repair Location: ici 829 Riverside Ave, ille, 3220 Program:

£ Edit WO X Cancel Wo Finish Repair

Work Order flow

Once you have Dispatched your Work Order, the order statuses will
automatically update. Below is the standard sequence for a Work Order
created with labor already in Fixed status:

Awaiting Order release mp Order Accepted mpRepair Completed msp Repair Completed msp Repair Completed s Repair Completed msp RMA in Progress mep Completed msp Closed
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Return Merchandise Authorization (RMA)

The RMA section allows you to keep track of parts that are pending return. To
access it, go to the Service Management section and select RMA to view the
report. Within this report, you will see a countdown displayed on the left side
under “Days to Return”, which indicates the remaining time available to return
each part. This helps ensure timely returns and prevents delays in processing.

Home / Service Management / RMA

RMA

@ Dashboard

Work Order Number: Part Mumber:

Work Order Number Part Number Returnable Flag  Days To Retum Return Completed Date Cansignment Note Dispositien Code

4005184194 01LX205 Yes P
4005184194 02HLO37 Yes P

4005156693 01LX205 ves 7
4

4005186693 02HLO37 ¥ 75 weems
S semer = 2 /4 Damage

® According to Lenovo’s Terms and Conditions, you have 30 days to
return parts back to Lenovo. If you require a return extension or a new
return label, please contact the SMSC at smsc@lenovo.com.

Service Management Support Center

The SMSC is available Monday through Friday, from 9:00 A.M. to 5:00
P.M. Eastern Standard Time. You may reach the SMSC through the
following contact channels:

¢ E-mail: smsc@lenovo.com
e Phone: 800-426-3391
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