TI TLE: SERVI CE PLANNI NG GUI DE FOR THE SERI ES9000
SCANNER AND SCALE COVBI NATI ON

PRCDUCTS: SERI ES9000 SCANNERS AND WEI GH SCALE

SYNOPSI S:

This docunment is intended to supply sufficient information to
country |level service planners to enable them to plan for the
i ntroduction of the above product(s).

This is the generic version, released by the product authority
POSBU devel opnent. It is intended that each country releasing the
product will use the information contained as the basis for their
logistics and CS planning activities, with a view to producing
another |localized version of the docunent detailing the precise
strategies they el ect to adopt.

Thi s docunent details only the corporate phil osophies, and does not
seek cover such subjects as additional services offered at country
| evel, lowlevel repairs, which country service centers nay be able
to effect, or the local sourcing of conponents

and consumabl e itens.

The service descriptions in this docunent are guidelines, detailing
t he recommendati ons of the product authority.
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0.0 DOCUMENT CONTROL
0.1 This issue

This is the third draft of this docunent, introducing the
Seri es9000 scanner and scale systeminto the ICL product |ine.

0.2 Change history

This replaces Version 1.

0.3 Change forecasts

It is anticipated that there nmay be changes nade after this
docunment has been circulated, new information, coments and
suggesti ons may be incorporated.

0.4 Associ ated docunents

Title Sour ce Ref
Retail Systens Service Strategy (RPO CSD- 35- 0004
Strategy on Retail Value Added Services (RPO CSD- 35- 0020
Wor | dwi de Spares and Repair Strategy (WD) XX XX XXXX
Mar keting I nformati on Docunent (M D) ( POSBU) M D- | RB- 0097
Retai|l Specification Docunent for the
Seri es9000 scanni ng system ( POSBU) RSD 3614
Retail Spcification Docunent for the
Seri es9000 scal e ( PCSBU) RSD 3615
Seri es9000 Programm ng Label s Manual ( POSBU) 46263/ 001
Seri es9000 User Reference Manual (PUBS) 45022/ 001
Seri es9000 Site Preparation

and Installation CQuide (PUBS) 45651/ 001
Seri es9000 Service Reference Manual (PUBS) 46172/ 001
Seri es9000 Product Support CQuide (PUBS) 46801/ 001
Qui ck Reference Card (PUBS) 41769/ 001
C128 Programm ng Label s Manual ( PUBS) 45368/ 001

0.5 Terns and abbrevi ati ons

EAN European Article Nunber - a European barcode
specification for retail products.

JAN Japanese Article Nunber - a Japanese barcode
specification for retail products.

POS Point of Sale - for retail systens this is the point
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whi ch the transaction takes pl ace.
UPC Universal Product Code - an Anerican barcode
specification for retail products.
1.0 OVERVIEW

1.1 The nmarket place

The Series9000 scanning system nodules are intended as the |ong
termrepl acenents for the MK3 and Orion scanner/scale. Wth rel ease
of the Series9000 high end performance vertical and horizontal
scanning units, ICL will be able to satisfy the clients requirenent
for either nmethod of scanner and scal e conbi nati on.

In Marketing termnology, the Series9000 scanner scale systens is
positioned to be in the high end performance range for fixed
scanners of this type. The main conpetitive products are Spectra
Physics 950LX, and 960LS scanner scales, the NCR 7870/100 and
7870/ 200 scanner scal es, and the | BM 4696/ 4697 scanner scal es.

1.2 The scanni ng systens supported

The Seri es9000 product will be released in three separate phases.
This is being done to facilitate tinely rel ease of the product into
the market place. The initial phase will begin with limted support
with additional systens supported as subsequent phases are
conpl et ed.

Phase 1. A rel ease conpri sing t he hori zont al scanner,
vertical scanner, controller, and scale. This conbination
supports two interfaces, RS232 and MDL. This release is
limted to North Anerica only. The rel ease date for this
phase is May 27, 1994.

Phase 2: A full worldw de release conprising all of the elenents
of Phase 1. In addition, Phase 2 wll support the |BM
interface and inproved danmaged |abel reconstruction
firmmare. The release date for this phase is July 31,

1994.
Phase 3: This release will incorporate the elenents of Phase 1
and Phase 2, and wll add three additional interface

options; OCIA, OCR and an interface to a handheld
scanning unit. The rel ease date for the phase is TBD
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1.3 The Product itself

The Series9000 controller is a wunit which supports multiple
configurations of scanners; vertical, horizontal and handheld, in
any conbination of two sinultaneously. It has various interfaces
avail able, enabling it to be connected to a variety of systens
whi ch support RS232C, OO A ML, OCR and |IBM 46xx connections.
This neans that on a physical level it may be connected to a range
of termnals such as 9518/200, 9520/150 & 60, TeanPos, and the
9520A Atrium And of course the conpetition's kit.

NOTE: Each  term nal supported will require the use of a
separate/special cable. New termnal S/Wnay al so be required
to support the scanner as the control nessages may be
different. Details can be found in the Service

Ref erence manual (PIN 46172/001).

The scale, while offering the option to becone part of the bottom
scanner via a nounting kit, is electrically independent of the rest
of the system and connects to the termnal via another cable.
There are also options to fit various interfaces into the scale
unit. These options are RS232, OCI A Character serial, ML, and |BM
46xx i nterfacing.

This product offering conprises |eading edge designs, offering the
benefits of the follow ng highlighted features:

Conpetitive pricing

Hgh Reliability

Low cost of ownership

Ext ended warranty

H gh performance / throughput

Desi gned with both ergonom cs and aesthetics in mnd

Easy mgration path from a single scanner nodule to
mul ti pl e scanner nodules with or w thout scale

1.4 Performance targets

1.4.1 Reliability
Overall reliability figures are .86 fails per year, based on
a dual optics systemconsisting of the follow ng units running
a typical store operation (laser at 40% duty cycle, notor at
50% duty cycle). AC power is applied at all tines. Scal e
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figures are rated at
(8760 hours per year):

o] Scal e
o] Seri es9000 system
1 X Controller unit
1 X Side scanner
1 X Bottom scanner
o] Si ngl e scanner and
scal e configuration
o] Conpl ete scal e and dua
scanner configuration
Pl ease refer to section 2.1 for
unit.

1.4.2 Life expectancy

24 hours per day seven days per week

30K hours or .29 fails per year

15. 4K hours or .57 fails per year

13.6K hours or .64 fails per year

10. 18K hours or .86 fails per year

the specifics on each unit/sub-

The design life for the Series9000 is greater than 5 years.

Not es: There are also other factors which may reduce
reliability, such as power on surges, shock, tenperature
changes, humdity, irregular cleaning, or other genera
| ess obvi ous abuses.

1.5 Physical and el ectrical environnental considerations and

specs

| nput vol t ages.

90- 260VAC, 50/ 60hz +5/-6%
(separate power supply for scale)

Power consunption . 15W

| nput current 0. 22A @15V
0. 11A @20V
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| nrush current.
ESD .

EM

Host interfaces .

Li ght source.

Anbient light (white Ilght)
Si de scanner
Bott om scanner

Scan speed.

Scan patterns .

1.5.1 Decode capability

NOTE: Addi ti onal codes

30A or | ess
15 KV

FCC class A
Meets VDE 0871/6.78 O ass A

RS232C, MDL, OCI A, |BM 46xx,
Character serial (OCR)

(Botton) VLD, (Side) VLD

400 foot candl es (4, 300 | ux)
470 foot candles (5,000 I ux)

1500 |ines per second

Bottom- 3 dir x 5 lines
Si de - 4 dir x 6 lines

EAN-8 / JAN-8
EAN- 13/ JAN 13
UPC- A
UPC- E
UPC D1- D5
CODE 128 (up to 40 characters
from Seri es9000)
(up to 64 characters
from a handhel d)
Doubl e Bar Code (Japanese
requi rement only)

recei ved through an optional Handheld

device are allowed to pass through the Series9000

controll er

1.5.2 D nensions
Bot t om scanner

Hei ght
Wdth 205.0 mm
Dept h 250.0 mm
Vi ght

56.0 nm ( 2.20 inches)

( 8.07 inches)
( 9.84 inches)

2.1 kg ( 4.60 Ibs)
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Si de scanner

Hei ght 227.0 mm ( 8.94 inches)
(i ncluding feet)
Wdt h 279.0 mm (10.98 inches)
Dept h 195.0 mm ( 7.68 inches)
Hei ght above counter 100.0 nm ( 3.94 inches)
Hei ght bel ow counter 127.0 nm ( 5.00 inches)
Wi ght 3.8 kg ( 8.40 Ibs)
. . . Controller
Hei ght 95.0 mMm ( 3.74 inches)
Wdt h 175.0 mm ( 6.87 inches)
Dept h 239.0 mm ( 9.41 inches)
Wi ght 1.5kg ( 3.3 1|bs)
. . . Scale .
Height, w platter 55.0 mm ( 2.17 inches)
Hei ght, w scan kit 127.0 mm ( 5.00 inches)
Wdt h 274.0 mm (10. 82 inches)
Lengt h 325.7 mm (12.82 inches)
Weight, no platter 2.1 kg ( 4.85 Ibs)
. . Stainless Steel Platter . .
V%lght solid 0.8 kg ( 1.80 Ibs)
Wi ght, w w ndow 1.7 kg ( 3.82 | bs)
: . Plastic Platter (Solid) . .
Wi ght 0.5 kg ( 1.00 Ibs)
. . . Bottom Scan Kit
Wi ght 1.0 kg ( 2.10 | bs)
. . Renote D spl ay.
Fblght w pol e 272.0 mm (10.70 inches)
D spl ay head:
Wdt h 38.1 mm ( 1.50 inches)
Lengt h 136.7 mm ( 5.38 inches)
D spl ay base:
Wdth 41.4 mm ( 1.63 inches)
Lengt h 114.3 mqm ( 4.50 inches)
Wi ght, w cable 0.3 kg ( 0.76 Ibs)
Cabl e | ength 3.0 m (10.00 ft)
1.5.3 Label Oientation
Bot t om Scanner .
Publ i shed by POSBU Product Support, USA02
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Rol | 0 to 360°
Yaw -45 to +45°
Pitch 0 to +90°
. . . Side scanner . . .
Rol | 0 to 360°
Yaw -88 to +88°
Pitch +20 to +150°
1.5.4 Tenperature range
Scanners:
Qperating 10 to 40°C ( 50 to 104°F)
Max rate of change 10% per hour
Power - on O0to 50°C ( 32 to 104°F)
Max rate of change 10% per hour
St or age -30 to 60°C (-22 to 140°F)
Max rate of change 15°C (27°F) per hour
Scal e:
Qperating -10 to 40°C
St or age/ shi ppi ng -20 to 60°C
1.5.5 Humidity
. Scanners:
Qperating 20 to 80% RH, non-condensi ng
Max rate of change 10% per hour
Power - on 10 to 90% RH, non-condensi ng
Max rate of change 10% per hour
St or age 10 to 95% RH, non-condensi ng
Max rate of change 20% per hour
Scal e:
Qperating 0 to 90% RH, non-condensi ng
St or age/ shi ppi ng 0 to 95% RH, non-condensi ng
2.0 SOURCES

The follow ng are available from WABD di vi si on STEO4, or from WASD
via your |ocal CS/|ogistics departnent.

2.1 Spare parts

Descri ption Repair code FPY Part no Pl N

Checkstand Insert, RL C N A 80303381 53961/001
Locating Plate C N A 80303383 56918/001
Scal e Support Box C N A 80303384 56687/001
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Si de scanner

Descri ption Repai r code FPY Part no Pl N
Whol e unit side scanner R 0.22 80212590 58033/001
Pol ygon not or/ assy C 0.06 80212591 n/a
Preanmp/ A-D converter PWA C 0.06 80212592 "

Anal og |/ F board PWA C 0. 06 80212593

PWA cabl e C n/a 80212594

|/ F cabl e C " 80212595

Speaker assy C 80212596

VLD assenbl y C 80212597

3 ass C 80212598

Hol oW ndow C 80212599

Level i ng foot C 80212600

Bot t om scanner

Descri ption Repai r code FPY Part no Pl N
Whol e unit bottom scanner R 0.22 80212601 51716/001
Top cover C n/a 80212612 n/a

d ass w ndow C " 80212613 "

Seri es9000 controller unit

Descri ption Repai r code FPY Part no Pl N
Whol e unit controller

(wWith PIS & Controller PW) R 0.13 80212602 54788/001
Power supply R 0. 06 80212603 n/a

Power Supply (dual configuration) R 0.10 80212603 "
Controll er PWA R 0.06 80212605 "

RS232 I/ F R 0. 06 80212604 55900/ 001
O AIIF R 0. 06 80212606 59393/001
OCR I/ F R 0. 06 80212607 50016/ 001
IBM I/ F R 0. 06 80212608 52438/001
MOL |/ F R 0. 06 80212609 51109/001
2nd scanner |/ F PWA R 0. 06 80212610 52322/001
H H scanner |/F PWA R 0.06 80212611 58223/001
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Scal e unit

Descri ption Repai r code FPY Part no Pl N
Scale W RS232 I/ F R 0.29 reference only
Scale wOO A I/F R 0.29 reference only
Scale w Char serial I/F R 0.29 reference only
Scale wIBMI/F R 0.29 reference only
Scal e without interface R 0.24 80212160 56785/001
Load cel | C 0.05 n/a n/ a

Main | ogi c PWA R 0.05 " "

O AIIF R 0. 05 80212344 58726/ 001
Char serial I/F R 0. 05 80212346 50872/ 001
IBM 1/ F R 0. 05 80212346 55282/001
RS232 I/ F R 0. 01 80212342 59841/001
RS422/MOL |/ F R 0. 05 80212343 53444/ 001
Power supply, NAD 110V C 0. 05 80212347 59525/001
Power supply, UK 240V C 0. 05 80212348 59525/002
Power supply, EUR 220V C 0. 05 80212349 59525/003
Power supply, AUST 240V C 0. 05 80213215 59525/004
D splay, |b, pole, ROV R 0. 05 80212340 52412/001
D splay, kg, pole, ROW R 0. 05 80212341 52412/002
D splay, |b, pole, EC R 0. 05 80213216 52412/003
D spl ay, kg, pole, EC R 0. 05 80213217 52412/004
Scale unit - Cont.

Descri ption Repai r code FPY Part no Pl N

S/ Steel platter (solid) C 80212339 55721/001
S/ Steel platter w saph w ndow C 80212352 57906/ 001
Plastic platter (solid) C 80303382 52196/ 001
Bott om scanner kit C 80212350 58266/ 001
Avai | abl e Cabl es

Descri ption Repai r code FPY Part no Pl N

RS232 Scanner, DB25, generic C n/a TBD TBD
RS232 Scanner, DB09, generic C " " "

RS232 DC, 9518/21/61/71 scale C 80303042 58146/ 001
RS232 DC, 9518/01 scal e C TBD TBD
RS232 DC, 9518/ 200 scanner C 80303020 56487/ 001
RS232 DC, 9518/200 scal e C 80303043 51382/001
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RS232 DC, 9520/ 150, 9530 scanner C 80203983 52413/001
RS232 DC, 9520/ 150, 9530 scal e C 80303044 51765/ 001
RS232 DC, 9520/50 scal e C TBD TBD
RS232 DC, 9520/ 100 scanner C 80303035 52251/001
RS232 DC, 9520/ 100 scal e C 80303046 52964/ 001
RS232 DC, 9520A scanner, DB09 C 80303033 51443/001
RS232 DC, 9520A scanner, |DC28 C 80303034 56729/ 001
RS232 DC, 9520A scal e C 80303045 58826/ 001
OCIA DC, Scanner, Casio 2100 C TBD TBD
OO A DC, Scale generic C " "
OClA DC, NCR 1255 scanner C
OCIA DC, NCR 1255 scale C " "
OClA DC, NCR 2126 scanner C 80203990 53273/001
OClA DC, NCR 2126 scal e C 80203989 57252/ 001
OCIA DC, NCR 2127 scanner C 80203987 57048/ 001
OClA DC, NCR 2127 scal e C 80203988 55226/ 001
OCl A DC, NCR 7050/51 scanner C 80203986 56428/ 001
OCl A DC, NCR 7050/51 scale C 80203985 55487/ 001
OCl A DC, NCR 7052/53 scanner C 80203981 55848/ 001
OCl A DC, NCR 7052/53 scale C 80203982 57641/ 001
OClA DC, TEC 2300 scanner C TBD TBD
OCI A DC, 545/ n6000 scanner C " "
OCI A DC, 9505/07 scanner C " "
OCI A DC, 9518/ XX scanner C 80203991 56119/001
OCIA DC, 9520/50 scanner C TBD TBD
IBM Port 17 C 80303038 58483/ 001
|BM Port 9B C 80303036 52240/ 001
| BM Port 5B C TBD TBD
| BM 4692, Scanner (Japan) C " "
Avai | abl e Cabl es - Cont.
Descri ption Repai r code FPY Part no Pl N
MDL 9520/ 150 Rel 3 SDL, .5M C 80203214 54597/ 001
MDL 9520/ 150 Rel 3 SDL, 3M C 80203215 54597/ 002
MDL 9520/ 150 Rel 3 SDL, ©5M C 80203216 54597/ 003
MDL SDL/ SDL 2001/ 2200/ 546, n6000 C 003- 022924 TBD

MDL/ SDL C 003- 022932 N A

SDL TEE C 003-019417 47058/ 001
OCR scanner generic C TBD TBD
Chr serial scale,
generic - Casio 2100 C TBD TBD
OCR DC, Sweda 6755 scanner C " "
Chr serial DC, Sweda 6755 scal e C
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Chr serial DC, TEC 2300 scale C

Chr serial DC, 545/ n6000 scal e C " "

OCR DC, 9520A scanner C 80303037 51787/001
LoopBack connector - RS232 C 80212630 n/a
LoopBack connector - OC A C 80212631 "

LoopBack connector - MDL C 80212632

LoopBack connector - OCR C 80212633

LoopBack connector - HandHel d C 80212634

Docunments and M scel | aneous

Descri ption Repai r code FPY Part no Pl N

Site Preparation and Installation Quide 80203931 45651/ 001
Servi ce Reference 80203932 46172/ 001
Users Reference 80203933 45022/ 001
Product Support Quide 80203935 46801/ 001
Qui ck Reference Card 80203936 47169/ 001
Progranm ng Manual 80303230 46263/ 001
C128 Programm ng Manual 80203934 45368/ 001
2.2 Spares packagi ng

Spares will be provided in the vendors original packaging.

2.3 User consuneble itens

Gven the nature of the product,
itens in this case. These are as foll ows:

there are sone user

Descri ption Part nunber
Bott om scanner top cover 80212612
Bott om scanner w ndow - Standard 80212613

2.4 Repairs

in STEO4 offer
repairable (see 2.

Wr | dwi de Spares D vision
itens they consider to be

repair

1),

may be returned to WASD for repairs or exchange.

service for
repairable itens

consunabl e
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Logistics and CS organizations at country |evel should utilize
their own repair centers, or services, to provide a test of units
being returned fromthe field before shipnment to WADS, as history
has proven that not all wunits being returned fromthe field wll
actually be faulty.

If faulty, country level logistics departnents may elect to have a
lower level of service perforned by their service centers or
technicians if parts and resources permt. However, this would be a
| ocal decision. The recommendation from the product authority is
| ocal test, and return to WAS for defective units. (See the repair
codes in section 2.1)

2.5 D agnostic tests

The Seri es9000 system provi des nmany di agnostic tests, both on power
up, and user initiated. Full details of these test can be found in
the Service Reference Manual PIN 46172/ 001.

2.6 Reference test systens

Logistics departnents at country level should ensure that their
service centers/departnents, and/or support groups have avail able a
host system with a software application capable of supporting the
Seri es9000 scanner/scal e system and/ or use the appropri ate Loopback
t est connector.

This system should be used to test units being returned from the
field before shipnment to WA5, or local repairs are initiated.

NOTE: Mbost countries require conpliance wth local weight and
measures standards. Scales, in nost cases, will be tested by
an official government agency. After testing is conpleted, the
unit may require sealing. ICL provides a wire and |ead seal
(no part nunber) for that purpose.

2.7 Training

Fujitsu Japan (FJ) wll warranty both the side scanner, bottom
scanner, and controller for a period of 1 year. Mettler-Toledo wll

warranty the scale for a period of 18 nonths. Therefore, the
initial training requirenments should be imted to installation and
replacenments of faulty units. A video training format has been
selected to present this initial material.
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The video wll be available after Septenber 15, 1994 from the
Fujitsu I CL, CQustomer Service, Technical Support and Education
group in Dallas, Texas. Please contact Dawn Pulliam (USA24) for
ordering details. The nunbers to call are:

| TN # 7882- 8390
PH # USA (214) 716-8390

NOTE: Mai ntenance will be initially limted to scanner and/or
scale replacenent, and controller PCB and optiona
i nterface board repl acenent.

This period of warranty also provides tinme to allow feedback from
the various repair centers throughout the world. If the needs of
the repair centers require in-depth training (training required for
adjustnment and alignnent requiring sophisticated facilities and
equi prent), there are two avail able resources. One is Fujitsu who,
in the past, provided detailed technical videos for both the
Slinmscan 1000 and 2000. The other is the scanner technical staff in
Santa dara, California. Prelimnary neetings with this staff
suggest a class of approximately three days, including hands-on |ab
exer ci ses.

3.0 SERVI CE | NTER- RELATI ONSHI PS

I n general val ue added service should be offered for retail systens
products by the country or territory, these will be agreed between
the marketing authority and customer services divisions at country
| evel, when offered they conprise a better service to the clients,
and represent an additional, and significant source of revenue.

Sinply for information the table bel ow shows the type of services
which are offered for retail systens generally, in the case of a
scanner product it may be that this itemis included in the val ue
added services offered/ provided for the host product.

SERVI CE TI TLE SUB SERVI CES THE QUTPUT REFERENCES
Pl anni ng services Busi ness The system RSS/ 003
consul t ancy i s defined
Installation svce S/Wilnstall Confi gur ed/
install ed RSS/ 021
H WInstall Confi gur ed/
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install ed RSS/ 021
Envi ronnent al Locati on work
pr epared RSS/ 016
Supporting services Visiting svce Onsite rep RSS/ 015
Return for rep Depot rep RSS/ 015
Software supp Onsite or RSS/ 007
renot e
Qperational reviews Audit services Redefined product N A
Upgr ade servi ces Enhancenent Cust onf enhancenent N A
service to the product

4.0 SERVI CE PRCFI LES

This section details the services which Marketing, CS, and Support
at country level (in agreenent) should offer for this product, once
again may | stress that these are only guidelines, and decisions
regardi ng services and nethods are | ocal.

4.1 Services which should be offered for this product

Instal lati on and conm ssi oni ng

If not part of the installation of the host system a charge should
be made for install and set up.

If not part of a new installation then changes may be necessary in
the host software to interpret the nmessages

sent from this device since they may differ from the previous
device. This needs to be consi dered.

Details of these nmessage formats can be found in the Service
Ref erence Manual, nentioned in section 0.4. If this consideration
does not present a problem then the wunits nmay be custoner
i nstall abl e.

Visiting repair service

Either a visiting repair service under the contract covering the
host system or an individual visiting service should be offered.
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In general the visiting services should be offered in levels, the
followng are the normal |evels of service offering.

Option Al, 6 days per week, visiting service (Business hours)

otion A2,7 days per week, visiting service (Business hours)
Option A3,6 days per week, visiting service (12 hrs response)
Option A4,7 days per week, 12 hrs response (12 hrs response)
Option B,05 days per week, visiting service (Business hours )
Ootion C 02 days per week, visiting service (Business hours )
Ootion C, Wiere accunul ated faults reach a

predefined | evel (Busi ness case )
Not e:
W appreciate that nmarket forces at country level wll also

probably make it necessary for CS organisations to enter into
support agreenents involving nuch nore conplex elenents than the
above nodel s.

Such agreenents may well involve shorter response tines, extended
hours of coverage, and limtations on the type of failure which
warrants an i medi ate on-site response.

Deci si ons whether to provide extended offerings are of course |ocal
deci si ons, based on busi ness case and | ocal resources.

Return For Repairs

Gven the relatively easy renoval of scanner products, it may al so
be possible to offer a Return for Repair service, whereby your
client nmails a defective unit back to a predefined |ocation and
obtains a replacenent by nail.

The local service center would then test the wunit using the
reference test equipnent, good units being returned to local field
stores, and defective wunits either being repaired locally, or
returned to WASD for repairs.

W recommend return to WABD for repairs since local repair centers
may possibly encounter skills, docunentation, or spares related
I ssues.

4.2 Responsibilities

Publ i shed by POSBU Product Support, USAO02
Copyright International Conputers Limted 1994
COVPANY | N- CONFI DENCE Page 17 of 20



PoSBU DEVELOPMENT USA02 Docunment Nunber: RET-48-3900
SPG CGENERAL RELEASE | ssue: 1.0
COMPANY | N_CONFI DENCE Date: April 1994

This section is intended to point out considerations which also
need to be taken into account, when preparing any project or order.

It should be noted that unless specifically contracted out to
either an ICL division, or other contractor, the following are the
clients responsibilities:

Installation and comm ssioning of the wunit(s), including
site preparation, wiring, and environnental considerations

| dentification and resolution of oper at i onal and/ or

procedural problens which result in an apparent mal function
of the termna

Establishing in-store procedures, and enforcing their use
to assist ICL CS/support in renmotely identifying any
mal f uncti on

Preparation of procedure for consistently and coherently
reporting errors to ICL CS/ Support units, this may involve
running S/Wtest on the unit

Rermoving and shipping faulty units to an agreed service
point for repair if the RFR option was sel ected

Renmoving the unit to a place suitable for the CS engi neer

to work if the original location of the unit makes it

i mpossible for the unit to be serviced on-site

Provision and fitting of any consunmable itens

4.3 Methods of servicing

Prevent ati ve nmi nt enance

Above and beyond general cleaning of the unit(s), there is no
schedul ed preventative naintenance for the unit(s). If failure to
clean the unit(s) should ever result in a failure, this work/cal
woul d of course be billable.

Corrective mai nt enance

In the event of a failure the client should be expected to confirm
the malfunction by <carrying out their own internal problem
escalation procedures. If their own procedures are unable to
resolve the problem they should contact the |local CS/ support
di vi si on.

Country |level CS/support organizations should provide a support
desk facility whereby clients can telephone for advice before
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logging a service request. If telephone assistance is unable to
provide a solution then the local CS/support organization should
send a representative to assist. Unless the RFR option/ mai nt enance
agreenment was sel ect ed.

CS/ Support  should effect onsite repairs to the ORU |evel
recommended by their CS managenent, for this particular product the
recommendation from the product authority is that a phil osophy of
whol e unit replacenent be used.

Escal ati on procedure

The escal ation of product error reports, or requests for assistance
shoul d take place in this order.

Clients internal services. . . . First line support services

Country level CS organization. . First |line support services

Country level Support Group. . . Second/third Iine support
servi ces

POSBU, USAO2 . . . . . . . . . . Third and fourth line

support services

Not e:

Product reports raised on POCSBU products or general inquiries,
should be sent via Oficepower to the channel support nail box
cal | ed POSBU- USAQ2.

4.4 Facilities required to provide support at each | evel

This section seeks to clarify and explain what will be required in
terns of training and materials by each |line of support.

Support | evel Requi res PIN
Aients internal User training by arrangenent
services (First/ with the account and sal es
second |ine support) t eans N A
User reference manual 45022/ 001

Site preparation
and installation guide 45651/ 001
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Qui ck reference card 41769/ 001
Programm ng | abel s nanual 46263/ 001
C128 programm ng | abel s
manual 45368/ 001
Country level CS Product training from
organi zation (First/ the retail training
second |ine support) unit recommrended N A
And/ or experience wth | aser
scanners and wei gh scal es N A
Site preparation
and installation guide 45651/ 001
User reference manual 45022/ 001
Servi ce reference nmanual 46172/ 001
Programm ng | abel s nanual 46263/ 001
C128 progranmm ng | abel s
manual 45368/ 001
4.4 Facilities cont.
Country | evel Support Product training from
G oup (Second/ the retail training
third |ine support) unit recommended N A
And/ or experience wth | aser
scanners and wei gh scal es N A
Site preparation
and installation guide 45651/ 001
User reference nmanual 45022/ 001
Servi ce reference nmanual 46172/ 001
Product support guide 46801/ 001
Programm ng | abel s nanual 46263/ 001
C128 programm ng | abel s
manual 45368/ 001

Publ i shed by POSBU Product Support,
Conputers Limted 1994

Copyri ght

| nt er nati ona

COVPANY | N- CONFI DENCE

USA02

Page

20 of 20



