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SAMSUNG

Committed to Quaility.
Driven by Innovation.

Coverage

- 8,000 technicians
- 1100 oranded engineers
.« 999% U.S. service coverage

Quality

« Extremely low rate of repair
- Techs use OEM genuine parts

- Techs are background checked,
factory trained and repair certified

Dealer Service Solutions: www.samsungdss.com

Dealer Support

Dial: 866-797-8727

E-mail: partner.care@sea.samsung.com
Mon-Fri: 8am-8pm EST, Sat: 9am-5:30pm EST

samsungbuilderb2b@sea.samsung.com

builderwarranty@sea.samsung.com
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SAMSUNG
Samsung Dealer Service Solutions Portal: Overview

Samsung’s Dealer Service Solutions Portal allows employees of Authorized Samsung Dealers &
Builders to place and monitor service warranty requests (i.e. repair, return authorization, cosmetic parts)
on behalf of Consumers, Dealers (i.e. stock and display units), and Builders for both Samsung and
Dacor branded product.

Portal Functions

The purpose of the Portal is to allow Users at Dealer’s Stores, Builders and Builder Distributors to
easily request and monitor warranty requests. This Portal serves to act as an alternate channel to
Samsung’s Dealer Support, Builder Support and Dacor’s Concierge Teams.

Creating Store Locations

Creating Store-level Users

Request Repairs

Ticket Management

Request Service Return Authorizations
Escalate Requests to Case Managers

S e o e
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SAMSUNG
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Getting Started

* Logging In
* Authentication

e Resetting Passwords
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SAMSUNG
Service Portal: Getting Started — Logging In

Wwww.samsungdss.com
* 0 a
SIGN IN
TO CONTINUE
dacor + Samsung Care
Dealer Service Solutions
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SAMSUNG
Service Portal: Getting Started — Authentication

Receive and Verify Two-Factor Authentication:

B2B
Verification Code
i _ . Verify Passcode
Hi heetaek@dkrabbit.com, ko
SAMSUNG
‘We received a request to access dealer portal. Care dacar
Please enter the following code. Back 1o S
B2B SERVICE PORTAL TN

466951

B2B NEW SAMSUNG CUSTOMER SERVICE PORTAL

This step is required every time you sign in
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SAMSUNG

w*»03 BZB
NSCSP

Password Changed

Service Portal: Getting Started — Resetting Passwords

SIGN IN
TO CONTINUE Hi heetaek@dkrabbit.com,
(S:gll\_lésul\lﬁ | da:nr — ‘ Your password has been changed on
_ If you did this, you can safety disregard this email
If a user lost or forgot their password, the user can A notification of the password change will
request a new password using “Forgot Password”. be sent to the user

1. Enter User Email

2. “Send Reset Link”

3. Receive and Verify Passcode
4. Choose a new Password
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SAMSUNG

Service Portal: Getting Started — Navigation

Create
New

Return to
Home
Screen

Previously

viewed pages Ticket

SUMMARY X | Create New Ticket |

SNMSUNG
Coara

Ticket
List Summary
All Dealers *  06/21/2023 B  o06/28/2023 &
Dealer
List Himalen Store Total
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Creating Stores & Contacts

HQ

Store 1

Store 2

Store 3

SAMSUNG

Cr
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Service Portal: Creating Stores

"e ‘ SUMMARY u‘ ‘ TICKETS x‘ | 4172882916

u‘ ‘ USERS

Dealer List

HQ users can create Stores

. . . . .
1. Click the buildings icon for the Dealer list s e B
.
5082160799 (205) 814-2765
Queens / NV [ o ]
5082160800 (554) 212-3879
3 Admin Store Creation Test6  Brooklyn/ NV STORE
. b
5082160821 (756) 674-6985
Christine TEST 0718 Monroe / NY =

2. Click New on the right

3. Input details:
« Store Name
 Main Contact
 Main emalil
 Address

After creation, the new store information
will be show in detail Ul.

Store information can be modified by
clicking the [Edit] button

Name Samsung HQ Te: Status
HQ HQEBP!
Addre d Street

city 00 State

Phon; ) Email

No.

Contact Information

First Name

Dealer

Dealer Name *

HQ

[u]

Enter your address

Contact Person

Samsung proprietary and confidential
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Service Portal: Creating Contacts

HQ users can create Contacts
O Click the buildings icon for the Dealer list

[ Select Store
1 Contact Information — Select ADD

Q Input all fields

Contact Information ®

Username(Email) *

First Name * Last Name*

| SUMMARY

xl ‘ TICKETS.

x‘ | 4172882916 xl ‘

USERS x ‘ DEALERS |+

Dealer List

1ef1
Dealer Information
Samsung HQ Test 629 Broaklyn / NY [ +a |
Name Samsung TEST STORE
HQ Ne
Address 100 Test Road
Phone # (800) T21-
STORE
=3 Contact Information
No. First Name LastName
m 1 Samsung
‘ SUMMARY xl ‘ TICKETS x‘ ‘ 4172882916 x‘ | USERS

+ Create New Ticket |

Dealer List

Store Cre;

nTest629

5082160800

Admin Store Creation Test&

P}

5082160821

ne TEST 0718

50821608

Store Mot Populating Test

508216

s TW Test

5082160832

Samsung TEST STORE

5082161677

Brooklyn / NY

205) 914-2765

Monroe / NY

201) 30

Bayonne / NJ

201) 414-8179

York { PA

(800) 721-2590

sToRE

sToRE

STORE

Dealer Information

Name

HQ

Address

city

Phone #

Samsung TEST STORE Status

No HQBP#

100 Test Road

York State

(800) 7212 Email

Contact Information

Create New Ticket |

Status

HQBP#

State

Email

Phone # Email

BPY

Dealer Code

Address2

Postal Code

B

Dealer Code

Address2

Postal Code

0} 726-1264 test@testl.com

5082161677

17404

SAMSUNG

5082161677

17404

AG

Delete

AG

88

No.

First Name Last Name

Phone #

Email
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Ticket Management

* Requesting Repairs

* Requesting Return Authorizations
* Ticket List Review

* Search

* Ticket Logs

e Escalations



Service Portal: Ticket Management — Requesting Repairs

1. Click [Create New Ticket] on the header bar to create a new ticket.

— DealerPortal X +

C b2b.qa.nscsp.com

SAMSUNG

l SUMMARY

= | Ticket List

Sy <

TICKETS £

Ticket information

Basic

CCCCCCCC

Ticket Information:

Displays all ticket detail
information such as Model
Code, Serial #, and Symptoms.

AAAAAAA

AAAA

Parts
NyA

sSAW
N/A

Change Logs 0

Service Information:O
Service Center Assignment,
Appointment details and
Ticket Change Logs

Progress

Ticket Logs

Progress:

Current status and
Ticket Communication
Logs
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SAMSUNG
Service Portal: Ticket Management — Requesting Repairs

2. (continued) Ticket Information - BASIC sowwer x| [ oeners < s Tk |

Ticket information

 Select Customer Type
Where is the unit located?

Q Customer :l

d Store

Basic

Posting Date Last Update

»  Select Service Type
CUSTOMER
O Functional Repair

O Cosmetic Repair
* Dents and dings happen and we are here to help!
*  We will replace cosmetic parts reported in the first 30 days. SUMMARY x| [ oeaters = | |+ Create New Ticket |
* *Limit one Cosmetic request per serial number

O Depot Repair

Complete Date

Ticket information

«  Mail In Service (not In Home) e -
et e ——
STORE R
d  Stock Unit Repair
Q Display Unit Repair compiere e
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SAMSUNG
Service Portal: Ticket Management — Requesting Repairs
2. (continued) Ticket Information - DEALER
Dealer/Store
«  Select Dealer HQ Dealer [semswmararesiss ] .
Store |‘:iu‘11'_+un;l', TEST STORE -
® Select Store Samsung HQ Test & 29

Admin Store Creation Test 6 29
Customer/Contact Inf

Stove Mot Populating Test

BP#

I S5amsung TEST STORE I
First Marne Last Name
Phone Number Ermnail
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Service Portal: Ticket Management — Requesting Repairs

2. (continued) Ticket Information - CONTACT INFORMATION
|. Search for Existing Contact or create a NEW contact
 Remember to choose a Dealer & Store before

searching

» Input email or phone number and click search
* No slashes or dashes in the phone number

Search Results

Customer Search X
‘ e o ‘
BP No. First Name Last Nam Ph Numb Email State
540000 Heetaek Kim 11 heetaek@dkrabbit.com L

‘ ‘ ‘ Creates a New Contact Record

Customer Detail

Confirm

First Name Heetaek Last Name Kim
Email heetack@dkrabbit.com Phone Number 77836
Address 918 West School Street

Chic

ago

SAMSUNG

Search

Customer/Contact Informatiory |

BP#
First Name Last Name
Phone Number Email

Address

.| Contact added to ticket

Customer/Contact Information (@ Search )

59811

Update
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Service Portal: Ticket Management — Requesting Repairs

SUMMARY x| | DEALERS

Ticket information

Last Update

First Name

Customer Search

BP No.

Firs

t Name

SAMSUNG

2. (continued) Ticket Information - STORE

Select STORE as CUSTOMER TYPE
Select DEALER & STORE location

Search for contact

All Stores must have contact information to

create tickets

Choose a contact if there is an existing
one or create a new contact
Confirm correct contact

New

Customer Create

First Name Tes

Email

t

test@tes

t1 o

Last Name test

Phone Number | 8007261264

I Create I

Samsung proprietary and confidential 17




Service Portal: Ticket Management — Requesting Repairs

3. Product Information

* Input Serial # and click [Check]
* Input Model # and click [Check]

The product information will display the
product name, image and warranty info

«  Serial number must have all 15 digits
including the last letter

« If another active ticket exists for the same
serial #, you will receive an error message.
« Call Samsung Support Teams to

confirm open ticket

©

Pending ticket exists with same unit, please check one
more time.

SAMSUNG

Product Information

I Check Seral

Serial# EFZADBTI0LTIG6M
Model# RT1HMBI1SSRAA
PerUELT}'[}E Redrigerator
Top Freezer Relrige th Fl & A
&l 1zl
Product Detail
Warranty
Warranty Status Warranty Type m
Part Wty Term 113042023 Labor Wty Term 11/30,/2023
Manufacture Date 09/01,2022

Samsung proprietary and confidential 18



Service Portal: Ticket Management — Requesting Repairs

4. Warranty

« The warranty status will display once the
serial number has been accepted

. Purchase date and receipt are needed if
the product is out of warranty.

SAMSUNG

Product Information

Serial# 0BG443ANG004TEP

Model# RF22RT551SR/AA

Product Type Refrigerator

22 cu. ft. 4-Door French Door, Counter Depth Refrigerator with 21.57
Touch Screen Family Hub™ in Stainless Steel

Product Detail

Warranty %afu—g

Warranty Status Warranty Type B outofwarany
Part Wty Term 08/31/2021 Labor Wty Term 08/31/2021
Manufacture Date 06/01/2020

Based on our records, Customer product is out of warranty. If customer believes the product is in warranty, Please insert
purchase date and upload the receipt.

PurchaseDate 2::

Receipts =

Samsung proprietary and confidential 19
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SAMSUNG
Service Portal Ticket Management — Requesting Repairs

5. Symptoms Symptoms

Please select a symptom that you've been experienced. If there is no symptom you find, please select ‘Others’ sympto

¢ Se I eCt yO ur Sym ptO ms lce bucket is frozen lee maker is making too much ice Ice maker or lce bucket is covered in frost
lee maker is not making ary ice Both Fridge and Freezer are not cold
Little to no ice is being dispensed Freezer is cooling, fridge is not I Freezer is not cold I
Fridge is cooling, freezer is not Autofill Pitcher is leaking Water is leaking inside the refrigerator
Autofill Pitcher is not filling automatically Water is not dispensing Fridge has no power
Symptoms
The system will return the symptom Simple Symptom Freezerisnotcold

codes based on the selected symptoms

Chosen Symptoms

Cooling Temperature/condensation isswe
Mo cooling

Freszer roor

Samsung proprietary and confidential 20



SAMSUNG
Service Portal Ticket Management — Requesting Repairs
Ticket information
< 2
6. Schedule Service Center I g e e e
«  Available Service Centers will be shown S
« Pick the earliest date available s e
- Preferred dates are not guaranteed .
«  The chosen Service Center will reach out to the e =
customer to confirm the appointment
Schedute
If there are no Service Centers available, select “PICK” e ©
inquiry

7. Inquiry -
Add any additional notes/unit number/previous history
from the customer/dealer on the issue.

This is a required field I

8. Create Ticket

Please check my device

Samsung proprietary and confidential 21
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Ticket List Review
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SAMSUNG

Service Portal: Ticket Management — Ticket List Review

5. Reviewing Tickets

. Select the TICKET ICON on the left

. Filters
. System Filters
. My List
. New Filter

[ SUMMARY u] TICKETS M |+ CreateNewTicket | AG
S Showing85Rows  Search... 1of4 =

Completed Today No. Mame Customertype  Store TicketNo Model Type Wty  City State  PostDate  Status Cancel
Created Today

1 _ Customer - 4172844803  DVG53BBSOOOTA3  In-HomeRepair  LP  Hopkins MN 00/12/203 (R ine
Created Yesterday

) 2 Customer _ 4172837497  QNG5QS0CDFXZA  In-HomeRepair  LP  Jacksonville FL 00/11/2023 (R ine

Long Term Pending

3 _ Customer _ 4172025295  RF18AS101SR/AA  Cosmetic Repair  LP  Ontario cA 07/20/2023 .
My List +
AFO

5 Customer - 4171873294  RT2IME215SR/AA  Cosmetic Repair  LP  Inglewood cA 07/10/2023 Ly
All South
Costco 6 _ Customer _ 4171873128  RT21MG2155R/AA Cosmetic Repair  LP Inglewood CA 07/10/2023 :d
Ferguson

7 Customer _ 4171873176  RT2IMG215SR/AA  Cosmetic Repair  LP  Inglewood cA 07/10/2023 .
Homecoming at the Resort

8 _ Customer _ 4171873345  RT2IMG215SR/AA  Cosmetic Repair  LP  Inglewood cA 07/10/2023 d
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SAMSUNG
Service Portal: Ticket Management — Ticket List Review

:
| e Create New Ticket | AG
L !

Service Center

SUMMARY x| | TICKETS :-c| | 4173110028 x

Ticket information & Refresh Ticket Information (Syneed an hour ago) Service Information & SerV|Ce Dates Progress

[

Basic

Service Center

Tickey 4172959221 Customer Type Custamer -

Mssign Date Ticket LOgS

Servies Type n-Home Repair = Detail Type EZ -

ek Date

Status B oo Deliversd | Waranty Clain - ! he oppotun o you
1=t App.

Reason - ume.
Last App.

Pasting Date 09/15/2023 Last Update

R e s s Status e e S E— Notes

Parts

Parts used ...

Dealer/Store Part#

. B2B Service Requestor et

Tracking #

Store Finnacle PO# B USSTMNRC1109 I 1A 2m

PO Status B5IME
Created By hs pes A5C Bep Lizetie Lozmna mequest, service type was updated ba 1

Deseription ASSY DDOR FOAM-FREATES00M, 21el,REAL STA NG

Customer{Contact Information SAW ® USSTMNRC1109 B {185 2m

Customer Info

First Name - Last Name - Status SE0L:
Req Type SRCS0:
Phone Murmber

SAW # 4173958221_0001 Mo Fast Track Marual for the model code

Requester

Address
Confirm User

Request Daie

Product Information

Confirm Date

Serialé UEGIADBREA1EY
Mileage Oeni

Models RT21ME21

Confirm Mileage
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SAMSUNG

Service Portal: Ticket Management — Ticket List Review

5. Reviewing Tickets (con’t)

System Filters
There are 5 pre-defined filters:

Active: All active statuses including Pending Status
Complete Today: Tickets that are completed today
Created Today: Tickets that are created today.
Created Yesterday: Tickets that were created
yesterday.

5. Long Term Pending: Tickets that are pending for
more than 14 days.

B wnN e
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SAMSUNG
Service Portal: Ticket Management — Ticket List Review

Q wH

5 ReVi eWi n Ti C k tS C n 5t Completed Today No. Name CXtype  Store TicketNo Model Type Wty  City State  Asc PostDate  Create Status
- g e C Created Today
Created Yesterday

Long Term Pending Filter X

My List FILTER

* Click the [+] button next to My List 1 .
e Select filters on the Filter Ul o

* Click UP arrow next to Apply Filter o
* Click the [Save Filter] button e
* Input new name for filter and click e s
the [Save] button | ' -
Clear Filter | Apply Filter ~ I
Q WH
Your new list can be found on the : ——

left navigation bar
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Search
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SAMSUNG

Service Portal: Ticket Management — Search by Keyword

{4 Create ow Ticket |

You can search tickets once you input a keyword.
Search Fields

xxxxxxxxxxxxxxxxxxx

* Name
e Email
e Phone

e Model code
* Serial number
* Ticket number

The keyword condition will be applied
concurrently with the selected filter.
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Ticket Logs
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SAMSUNG

Service Portal: Ticket Management — Ticket Logs

Change Logs
1. Ticket Information - Ticket Logs 06/29/2022 356 pm BFsce13 FUONEOL

Reason: Appointment Date is set

This section provides communication history among 06/29/2022.3:56 pm BrscoL3 FUONECL
Reason: Appointment Date is set
customer, dealer, and agent.

06/28/2022 3:07 pm BF5CE613 5T030 FMONEOL

Reason: Attempt to contact customer failed

NRIIARMANT? 10T Am RFSCATR EETTTER  rvoneEn

2. Ticket Information - Change Logs

Repair Status X

You can check the current repair process.
The general repair status is as follows, and you can check the status of this repair ticket.

There are status change logs in this section. You can see
change history.

L { ST005 ASC not available

Assigned to Service Center ST010 L]

Reviewed and Approved by Samsung r

ST015 Acknowledge (ASC

3. Ticket Information - Progress

Progress o

* This is an indicator of the ticket status @ o o
* You can see the whole process if you click on the .
progress bar

ST025 Engineer Assigned

ST030 Pending

ST033 ASC Decline

ST035 Repair Completed

5T040 Goods Delivered /Warranty

—h. A A A A A

30
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Escalations and Requesting Return Authorizations
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SAMSUNG

Service Portal Ticket Management — Requesting Return Authorizations

Ticket Logs Ticket Logs

© RFC_NSCSP_D3 & walmart HQ S

Email to customer

customer
= 12/7/2022 08:42 am

Reply to B2B.QA NSCSP

 RFC_NSCSP_D3

Error during sending e-ma 2, Walmart HQ 12/T/2022 08:44 am
Escalation to Agent

® RFC_NSCSP_D3

sck Manual for the madel code

& RFC_NSCSP_D3

‘ Escalate Ticket | Request Return Authorization

Request Return Authorization ‘ I

Dealers can request escalation by sending an
Escalation request on the Ticket Log

Our agents will respond on the ticket logs once they
begin reviewing an escalation. Outcome of that
review will also be displayed in the ticket logs.

Samsung will issue service return authorizations (RA's) for
the following circumstances for in-warranty units

and on a case-by-case basis for those outside standard
warranty.

For qualifying Repair requests, a Dealer can return to the
open Repair Ticket and request a Service RA. The Escalate Ticket button will only appear if certain
Note: RA Requests are subject to review by a Samsung Dealer Support Agent. conditions rega rding repair deIays or other issues

have been met
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Here to help




