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Access to the Portal

• The Distributor will access to the Portal from the following link: 
https://customercare.esaote.com/

• Then, he/she will click on My Support (1) or Sign in (2) 

1

2

1



4© Capgemini 2020. All rights reserved  |

Access to the Portal

Press Azure AD button and enter Esaote login.
The Sign in button will be deprecated soon.
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Case Creation from the Portal (1)

Once the Distributor has logged in, he/she will be able to open a new case, clicking on My Support(1) 
and then, Open a new Case (2). The Distributor will fill in all the mandatory fields (the ones with the *) 
and all the necessary ones.
n.b. According to the choosen Subject (3) some fields will be visible or mandatory: if the Subject will
be Generic info request or Site evaluation the flag Unknown Customer Asset will not be visible, the 
fields Product will be mandatory and Product serial number and Software version not mandatory.
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Case Creation from the Portal (2)

If the Distributor knows the Customer Asset to be inserted, he/she will flag the field Unknown Customer Asset to NO
The User will select the Customer Asset (main unit) between the ones related to the Distributor's Account, once the 
User will click on the Customer Asset field, the lookup record window will be opened and will be shown all the 
Customer Assets related to the Distributor's Account. He/She will be able to select one of the Customer Assets’ 
views in which results will be filtered according to the Product Hierarchy (MRI, US or XRay). The User will be able to 
search the Customer Asset also inserting the related Serial Number in the search bar. 
n.b. If the Distributor doesn't fill all the mandatory fields, an error message will be shown and won't be possible to 
save it. Otherwise, once the Distributor saves the Case correctly, the case Status will be Open.

Distributor knows the Customer Asset



8© Capgemini 2020. All rights reserved  |

Case Creation from the Portal (3)

If the Distributor doesn’t know the Customer Asset, he/she will flag the field Unknown Customer Asset to YES. At 
this point, the Distributor will fill in the fields Product or and if necessary, the Product Serial Number (text field). 
Once the User will click on the Product field, the lookup record window will be opened and will be shown all the 
Products in the system (in assistance), he/she will be able to select between one of the Products'views which will 
filter results according to the Product Hierarchy (MRI, US or XRay).
The User will be able to search the Product also inserting the related Serial Number in the search bar.
n.b. If the Distributor doesn't fill all the mandatory fields, an error message will be shown and it won't be possible to 
save it. Otherwise, once the Distributor saves the Case correctly, the case Status will be Open.

Distributor doesn’t know the Customer Asset
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Initially the field Proposed Complaint is set to "No" with the complaint Type Field hidden by default. If the 
distributor sets Proposed Complaint to "Yes" then will appear on the left side like shown in the image. The values 
admitted from the list are: "DOA", "Shipment Problem", "Performance" or "Service Escalation".

Of course if the user will set Proposed Complaint to "No" the Complaint Type Field will disappear.

Case Creation from the Portal (4)
Complaint Section
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If the Proposed Safety issue is set to "Yes", Proposed Complaint field will be set 
automatically to "Yes" and any kind of modifications will be blocked until the Safety Issue 
remains set to "Yes". The only possibility to change the Proposed Complaint Value, then, 
is to reset the Proposed Safety Issue Value to "No".

Case Creation from the Portal (5)
Complaint Section
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Case Creation from the Portal (6)

After pressing Submit button, to attachThe Distributor will click on Add Comment/Attachment
(at the bottom of the page) and he/she will add comment and/or choose the file to upload (between 
the ones in local), so the User will be able to insert an attachment to the Case (max 100 MB ).

Attach a file to the case
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Case Management 
Process
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Case Monitoring from the Portal

Opening the Support page, the Distributor will be able also to check the status of the previous opened
Case or if the Corporate User has inserted some notes to the Case.
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Case Resolution (1)
Email to the Distributor to confirm the Case Resolution

Case Status Reason
Problem Solved

The Distributor will click on Approve/Reject button in the received email, so he/she will be redirected into the 
Confirmation Case resolution link (as shown in the next slide).
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Case Resolution (2)
Confirm Case Resolution link

Case Status Reason
Problem Solved

The Distributor will be redirected into the Confirmation Case resolution form, where he/she will select Approve or 
Reject and continues filling in the survey answering to the questions and then, clicking on Send.
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Case Resolution (3)
Approval for the Resolution of the Case

Case Status Reason
Problem Solved  Closed

The Distributor after having selected Approve, will continue filling in the survey and after having 
answered to all the questions, he/she will click on Send. 
n.b. The Case Status will be Closed
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Case Resolution (4)
Rejection of the Resolution of the Case

Case Status Reason
Problem Solved  Open

The Distributor after having selected Reject in the email, will be redirected into the Confirmation Case 
resolution link, where he/she will select Reject (1), will answer to the questions (2) and then, will click 
on Send (3); 
n.b. The Case will change in status Open (4) and in the Timeline in the case (5) will be shown all the 
emails
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Case Resolution (5)
Email Notification of automatic closure after 15 days

Case Status Reason
Customer Response  Closed

If the Distributor does not answer to the further information request sent from the Corporate User, 
after 15 days the Case will be automatically closed.
n.b. After 15 days from the information request, the Case status will be changed automatically in 
Closed
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RMA Creation from the Portal (1)

Once the Distributor has logged in, he/she will be able to open a new RMA, clicking on RMAs or in the 
button Open a RMA (pict 1) and then, Open a RMA. The Distributor will fill in all the mandatory fields 
(the ones with the *) and all the necessary ones.
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RMA Creation from the Portal (2)

First of all the distributor have to choose the Type of Request, after that the main unit or/and the part.
If the Distributor knows the Customer Asset to be inserted, he/she  can select the Customer Asset (main unit) 
between the ones related to the Distributor's Account, once the User will click on the Customer Asset field, the 
lookup record window will be opened and will be shown all the Customer Assets related to the Distributor's Account. 
He/She will be able to select one of the Customer Assets’ views in which results will be filtered according to the 
Product Hierarchy (MRI, US or XRay). The User will be able to search the Customer Asset also inserting the related 
Serial Number in the search bar. 
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RMA Creation from the Portal (3)

The Distributor has to fill all the mandatory fields, and all the information he/she needs.
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The distributor has the possibility to declare that this request has a previously WHD complaint request, he/she 
needs to fill Complaint Yes and choose the WHD Case.

RMA Creation from the Portal (4)
Complaint Section
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After all the fields are filled, the Distributor can Submit the RMA to corporate dpt. He/she needs to press the Submit button.

The rma will be in open Status

RMA Creation (5)
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Order Creation
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Order Creation

Once the Distributor has logged in, he/she will be able to open a new Order, clicking on Orders or in the 
button Open an Order and then, Open a RMA. The Distributor will fill in all the mandatory fields (the 
ones with the *) and all the necessary ones.
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Order Creation

The Distributor has to fill all the mandatory fields, and all the information he/she needs, after that 
he/she have to press button next, to insert the parts to order.
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Order Creation

To order a spare parts the distributor has to create an order line pressing “Create New Order Line” 
button.
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Order Creation

To create an order line, first of all you have to choose the product, click inside product and start to 
write the product number, the list will scroll down till your product.
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Order Creation

Fill in the quantity to order, and a Special Discount if applicable. Then press the button Confirm Order 
Line. When you finish to insert all the spare parts to order, press the button  Submit to Esaote to send 
the order to Esaote.


