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Login
To access the Cohu Customer Portal please visit [insert hyperlink or location] or

www.cohu.com/contact-help-center

Owverview User Guide
To access a high-level overview of the features of the Customer Portal, including how to login,
navigate and search, please visit [insert hyperlink or location]

Technical Support

If you require any technical support please contact us via email: customerportal@cohu.com

Cobu Confidential
©Cohu, 2022. Property of Cohu, Inc. All rights reserved. No part of this publication may be

modified, reproduced or transmitted in any form without permission from Cohu, Inc.
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SERVICE REQUESTS

Create a new service request for logistics, field

%

service support, application type, and respective

subtypes. View the status of service requests.

Create Service Requests

The Service Request subject area of the Customer Portal allows customers to create a Service Request
related to field service, logistics, and application issues.

View Service Requests

The Service Request subject area of the Customer Portal allows customers to track an existing Service
Request.

Create a Service Reguest

X
Step #1

Select Create New Service Requests

Click on Service Requests. From the Quick Links select

Create New or select Create New from the Top-Right

hand side of the Service Request subject area. S Create New ’
X%

‘ © View Existing ’
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Example of a Field Service Support Request

Step #1
Select Request Type
Select Request Type and Field Service Support

Service Request | Create

Request Sub Type =

Request Type =
Field Service Su...

Issue Tracking List
> System Information
Other

> Additional Details Remote Support

Title * Request for Information

Scheduled Request
Problem Description/Additional Remarks:

Training

Unscheduled Request

Step #2

Select Sub Type and indicate System Down status
* Select Sub Type

» System Down select Yes or No

Service Request | Create

Reqaest Type 2 - Request Sub Type - ot
Field Service Su... O Yes @ No

Issue Tracking List
? System Information
Cther

> Additional Details ot S it

| Tithe * Request for Information I Q) ad/ view Anschments [

Scheduled Request

Problem Deseription/Additional Remarks: "

Trainimg

Unscheduled Request “

Step #3

Input Title and Problem Description

» Select Title: Specify relevant notes on Title for this Service Request need. (i.e., PM, Repair Support for
and etc.)

» Select Problem Description: Provide any support & relevant details and information.

» Attachments: Attach any relevant information of the problem and issue. (i.e., Photos, Statistics, Data
and etc.)
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= 4> Cohu| customer Portal

Service Request | Create

Request Sub Type * patem boun
Unscheduled Req O Yes @ No

-

Field Service Su...

> System Information

> Additional Details

—_ I ‘\f'iew.n.tlachmen‘ls ]

Problem Description/Additional Remarks:

Step #4

Input and Validate System Record

+ Expand System Information

* Input System Serial Number for the existing System Asset validation. (i.e., CFG10001234567,
16798 & etc.)

+ Select the relevant System Product Line if required. (i.e., Matrix, NY20, DiamondX and etc)

+ Select the relevant Site Location if required. (i.e., System is located.)

* Provide Part Number, Description, Software Version info if available

R Crexie New @ View fxating

= ) I ] | (= ]
F= (= | == | |

Note: Some of Request Sub Type are required: System Serial Number Validation. (i.e., Scheduled /
Unscheduled / Remote Support Request)

Service Request | Create

Request Type - FRequest Sub Type * - BEtenk e
Field Service Su... Request for Inforr O Yes @ No
v System Information (Either Serial Number or Product Line is Mandatory)
System Serial Mumber v ‘ Product Line | -
0 cYaitonally Required
Part Number ‘ | Part Description
@ Confirmation ®
System Serial Number : o Product Line © Serial N I PN APt ful
1000-JP01246 ASL1 I Serial Number available in the records
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Step #5

Submit Service Request for complete

»  Select Submit Button once Service Request is ready for submission and a Confirmation
message pop up when Service Request is successfully submitted.
» Select Done to close & complete the Request.

Service Request | Create € Create New @ View Existing

~ System Information

o}

System
1000 JP01226

Agt

Irfingon Technologees EF1 Sernces Inc.

Location .
Infingon Technalogies EFY Servees. Inc-cfs DHL Global
Formarding 6800 Gatewary Patk Drrve. San Dige, CA 82154

Part Numbser
ATK-INFOT1817-0900

Part Description
ASL 1000 System

Primary Cantact -

[Eduardo Covarnubas

» Additional Details

Title *

Senvie Suppart for Tester ASL-33 - Intermittens Parameter Calbration taded,

@ 2aa/ view antachments (1)

Problem Additional Remarks: ©
Werified snd confirmed with other goed bosrds - problem = 4t

il persistent.

~ =

Confirmatien

Dear Bihuardo Covafrubeas

W S fequiest created succestully
Service Request No: 1017619

Regands
Cabw 58 Team

=

Step #6
Check Records and Status

» Select View Existing Service Request to check the submitted records and status.

+ Select the Number and click the last SR created which is always display on the top line.

Service Requests | View

r—— Pt Lna ™ - i [rvr—— = | C
}
= Last % 2 = Product . ~ Cohu i -
Samsber ©. | Updatia = |TYERE WP 2 e oasF Tils (= way ¢ Comesay S
T @ WAAROER  FS Skvics Seppont | Unscheduled Request  ASLY nFogs 1| ServeeSugpor - Xons Corposation  infisssn Technologies EFS Services. inc.
LETH Vo - 2002 Fueidl Service Sepporr Oer Bl Beaining Sendee Mgt Servioe Supoi Defas Detige, ime. infimeon Technologees (Misleysia) Sda S (S6685-0)
L V- - 203 Fopldl Savvice Soppoei  Dthar Hdatin Amaning Servoe Mgt Unacheduled Fep . Dt Deige, ng. infieson Tedhnologaes Palaysia) Sde Bad (566050}
WRELTY V5 dud- 2000 Feeld Service Sopport Ottt Matr Aevating Serace Mgt Trenng Regses Defes Doiig®, iz fiteen Toohiolgers (Mateyta) S35 B (50050
VMY VSN 2022 Fiad Sarvice Seppint Qe Wi Nepw Teaining heqaes . Dafta Daiige, e defieon Technokoghes [Mistassasl Sn Bad (36645-D)
] Yok 3023 Fiekst Serie Soppant ey MTER (= Trsireng Feges Cinbas Gemhl infimeen Trehralogien (Mainis] Sdn Ghd (566450}
;‘ / Fage EI:‘." (16 of f inewn) < . E! ¥ 1 10
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Review the contents of created Service Request contents for completion. (i.e., Details, Messages &

Attachment)
Select the Back Cursor: Return to View Existing Menu.

Service Request | View 01017619

e Sppon on L3« kecominees Rasametie Cafivasinn uled [ ] J
Werifiexd and COnTinmed with other det of Dosds - $0ill persistent.
o i g

- quu{m b #
I VB0 wi24s e ] |.u1 I [*"u‘m | [m'mmmn I
 Lecitioa Fart ailotr Pt Daint g Tofmine Vervioa

‘o CHL Ghabial GB00 Gabeway Park by i

- Ditive. SAN DIEGO, CA 92154, UNITED STATES

| v | Mddbilanal Deiatls

e | [ ]

B Create New @ View Existing

o]

y.d

Example of an Applications Support Request

Step #1
Select Request Type

Request Type
Applications

Select Request Type and Applications

- |

7

~ System Information

rd

Service Request | Create

e

Apps Production Issue

‘ System Serial Number

Apps Request for Information

a

Apps Unison/Programming lssue

Other - Apps

[PanNumhn

‘ A

—

Step #2

Select Sub Type and indicate System Down status
* Select Sub Type

« System Down select Yes or No

@ Create Mew @ View Existing

Service Request | Create
Applications

“ System Information

/ Apps Production lssue

Apps Request for Information

Apps UnisonyProgramming lssue
Cither - Apps
lmm I [.-....,.... l E ARG J ‘mu,-mm ]
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Step #3

Input Title and Problem Description

» Select Title: Specify relevant notes on Title for this Application Service Request need

» Select Problem Description: Provide any support & relevant details and information.

* Attachments: Attach any relevant information of the problem and issue. (i.e., Photos, Data Logs, and
test program, etc.)

Step #4

Input and Validate System Record

* Expand System Information

* Input System Serial Number for the existing System Asset validation. (i.e., CFG10001234567,
16798 & etc.)

» Select the relevant System Product Line if required. (i.e., Matrix, NY20, Diamondx and etc.)

» Select the relevant Site Location if required. (i.e. System is located.)

*  Provide Part Number, Description, Software Version info if available

= System Information

— L= B

- - = == |
&’ &
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Step #5

Submit Service Request for complete

»  Select Submit Button once Service Request is ready for submission and a Confirmation
message pop up when Service Request is successfully submitted.

» Select Done to close & complete the Request.

v Additional Details

{
|mm | |9mhm-h |
]

[ Tt " I [ T e ———

risbiees Drotripton Addtons Semat. ~‘
Confirmation
Dear Eduarda Covarrubias
Wour SR request created successhully
Service Request No: 1003712
Regards
Cohu SR Team

Step #6

Check Records and Status
* Select View Existing Service Request to check the submitted records and status.
+ Select the Number and click the last Sales Order created which is always display on the top line.

- [ r—

Frra s ams e
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Example of a Logistics Service Support Request

Step #1
Select Request Type

Click the Request Type down arrow to select type of request

Request Type

° LOg|St|CS Applications

Field Service Support

Step #2 / Logistics

Select Request Sub Type
Click the Request Sub Type down arrow to select type of request

Request Sub Type

* Advanced Exchange - Use when requesting a part prior to
return of the defective, (pre-shipment, system down, spare not Advanced Exchange
available on-site)

* Order Consumables — for consumables items only

Order Consumables

e Other Logistics - If unsure or unable to order replacement or Other - Logistics
consumable or any query on board exchange, you may select ——
other

* Repair & Return - Use when the same serial number Standard Exchange

defective needs to be received by Cohu, repaired, and
returned back. (Subject to certain parts only)

* Standard Exchange - Use when ordering a part to replace a
defective where an immediate replacement is not required

Step #3
Select if System is Down

Click on Yes or No

System Down

O Yes O No

Step #4
Enter System Information

» Enter your system serial number

» Select “tick” for the portal to validate

= 4 Cohu|customer Portal

» Once system serial number validated pass, the remaining fields will be automatically populated

* You may indicate Software Version field

* You may choose Primary contact if there is more than one contact

" System Infoermation

System Serial Mumber © Product Line Campany Location

Part Humb, Part Descriptis P Contact
it Hunaber 'art Description Software Versicn vimary Contas
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*  When complete you will receive a pop-up message after validation

@ Confirmation

X

System Serial Number validation successful

Serial Number available in the records

Step #5
Enter Returned Part Information

Enter the part number, select “tick” for validation

Enter the serial number, select “tick” for validation

Enter the remaining mandatory (*) fields

* You may choose Primary contact if there is more than one contact

“ Returned Part Information ieese snte the sxoct port s of Uhe failleg modile oo want B exchange)

Part Mumber *

Part Dedcriplicn Part Revision

Failure Timeframe " - Reason For Return v

Date of Failure @

When complete you will receive a pop-up message after validation

@ Confirmation X @ Confirmation X
Return Part Number validated Successfully Return Part Serial Number validated Successfully
Return Part Number exists in the records Return Part Serial Number exists in the records
Step #6
Enter Additional Information (if relevant)
~  Additional Details
* PO Number
i i PO Humber Shipping Remarks
»  Shipping Remarks
Step #7
Add Attachments (if relevant) x
Attachments
Title will be auto defined once system and part number O
have been entered. Fleriame FaeType Ooteta

* You may attach documents. Files type that can be

supported are:

Vide

JPG
PDF
Word (.doc, .docx)
Excel (.xslx)
o files are not supported as an attachment

Service Request

Mo data to display.

oK
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* You may enter any information or remarks

Problem Description/Additional Remarks: ~

Step #8 Confirmation

View Confirmation Dear

+  When complete, press the Submit button Your SR request created successfully.

e« A confirmation pop-up screen will appear Service Request No: 1003137
Regards

Cohu SR Team

* You will receive a message confirming that the Service Request is being processed
* You may communicate with Cohu Customer Service through this messaging system

Details Messages Attachments
CohuSVClinteg.. Your order 1003137 is being processed
RMA Ship Form

Before you return any material back to Cohu, you must print and affix the RMA
Ship Form to the item being returned.

The form is located at column to download.
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View Existin g Service Reguests

............................................................................... : %

Service Requests

Step 1

From the Quick Links select View Existing or

Q. Create New

select View Service Request from the Top-Right hand

side of the Service Request subject area.
© view Existing ’

Step 2

Search and filter Existing Service Request Records

» Click View Existing: To display a list of created Service Request Records.

« Search for Service Records can apply: Search & Filter (i.e., Product Line, Location and Status)
» Click Reset Icon: To reset all search field and the previous filters.

+ Click No. of Rows: To allow number of SR Records to show up on each page. (i.e., 5,10,20....)

| Sk by Bk ' lnmuuu w | pocae | by St - 1 .
L J h J Reset Filter
e
""""/g e A \'h-: Sub Type ‘\E":"“ Status Tie © :  Company RMA  submimed By ©
190002022 Fald Sariicy Suppont  Usicheduled Regeast  ASLY ﬂ;"'wﬂl Service Sdpﬁl‘"‘ Ropra Corpovation  Infaeon Tﬂpmugﬁ EP Sarvices. g SRS T e P
ol 201 Firld fervice Support  Othar Rt dpiting Tervice Mgt Serece Suport Drha Desigry me,  infireon Teghrologer: (Maleysa) Ldn Bhd (3664000 rduaindo covarabls i
19402022 Pl Sl SUppont  Othr Matsix Awating Sevvice Mgt Lnacheduled Rep . Delts Delign. inc.  Infineon Tachnobogie [Makiyies) S0 Bhil (5664500 PRI o b B
18- 3023 Firlel Temice Suppant  Other Rdserix Awaiting Seevte Mg Tiaining Reques Dehs Design, ine.  infirecn Terhologies Malsysis) Sdn Bhd [S66E-0) eduatts s s B
1502022 Fiehd Sevsbce Suppont  Other Mstrin Hiw Trainieg Requet Dot Diesigne inc. Infineon Techradogies (Maknyiia) San Bhd [S6645-09 edhudndo covrubns
1403l 2023 Feeld Senvice Suppari  Otker MT3aE Hew Tisining Recuet Cisibus Gk Infirecn Techroiogies (Muiwsia) Sdn Bhd [36643-D) euania Conarabus B

page [ )er1 nseteimma 1+ [1] %Tﬁ!m = I

Step 3

Review and Update Service Requests Records

Select Service Request Number for review:

* Check status

* Check and communicate the progress thru messages
* Check on upload/download attached documentation

* Click Back Cursor - return to View Existing Panel
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Servios Requent | View #1017619 [ r——
Bt bae

10 578 ¥

I o Sty
|~ b J ©
L
AT 0N O ASLELL - BT AR LA taied B |

Wil aed conlimed with otfwe 5ot of Boandi - 328l persistond

[ s |
& i r r
|"5?r'?-‘.75* ‘5‘] |W“’ I [:-'uh ] f:*mm-ﬂmm-u ]

[r— [— e — [ —
iAd DHL Dlaitasl Forsardieg, E300 Gty Pk
Db St (NEDIOL CA DI04 LMETID STATES

[F | |

* Select Messages: Pop up fields for composing message and documents attachment related to this
Service Request

« Click Send: To complete (response, follow up, acknowledge, sign-off, and etc.)
« Select Attachment: To view and check the relevant documents availability or required

Step 5
Complete Issue Details

Key in specifics of issue in each field

* Root Cause

* Preventative Actions

*  Solutions Description

* User Confirmation Comments
* User Confirmation Date

~ msue Dstalls

Frcliboim Cotouzre © - Iass Casar
Praduclion l Rl Cone I PFroventhue Setions Sohtlen Descrpton

Usar Canfirmution Cammans: [ Uzer Conflrmation Date l
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Step #6
Complete Additional Details

Key in specifics of issue in each field
« Title*
*  Problem Description/Additional Remarks*

> Additional Details

e @ 15 1 view seschmens
Pl cterdeta bt the proben encountered

Step #7
Attachments

» Select add Files and browser for attachment »
«  Select Ok Attachments

. —+ Add Files

Files type that can be supported are: FileName FileType Delete

. JPG No data to display.
- PDF ‘ oc ‘
*  Word (.doc, .docx)
*  Excel (.xslx)
o ixt
* .log

Video files are not supported as an attachment

Step #8 Confirmation

View Confirmation Dear

*  When complete, press the Submit button Your SR request created successfully.

* A confirmation pop-up screen will appear Service Request No: 1003137

Regards

Cohu SR Team

* You will receive a message confirming that the Service Request is being processed
* You may communicate with Cohu Customer Service through this messaging system

Details Messages Attachments
CohuSVClinteg... Your order 1003137 is being processed
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What Quick Links are available?

e Create New
» View Existing

What are the different types of Service Request that can be created?

* Logistics
» Field Service Support
*  Application Type

What are the various search parameters used to search?

+ Status

* Location

» Service Request Type
* Product Line (models)

How can | determine the details of the Service Request if the queries only contain
service request numbers?

Based on the product line selected during the creation of the Service Request, the queue will
be assigned to the Service Request. With this data, the details of the Service Request can be
obtained.

Do | need to input the asset serial number when creating a Service Request?

Serial numbers are mandatory for the following subtypes:
» Scheduled requests

* Unscheduled requests

*  Remote support

* Other

* Training

» Issue tracking list

* Request for information

What is the system serial number validation?

While creating the Logistics Service Request, the serial number field plays an important role.
Entering the serial number will auto-populate the customer details. If the serial validation runs
successfully, only then are the details auto-populated, otherwise, the validation fails.
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7. Can a Service Request be created if the serial number validation fails?

No, a Service Request cannot be created if the serial number validation fails.

8. Can changes to the type and subtype be made in the Customer Portal?

No, changes to the Service Request type and subtype cannot be made in the portal.

What happens if the serial number validation of part details fails during an Service
Request creation?

If the serial number validation of part details fails during the SR’s creation, you will not be able to
create an Serial Request in the portal.

10. What are the validations to be completed in order to create a Service Request?

» System serial number
*  Returned part details.

11. Who other than the primary contact listed can create a Service Request?

Other than the primary contact, a service request can be raised by someone else. But the contact
should be listed under the contact list in the service request created.

12. What are the various statuses for Field Service Support?

*  New
* In-progress
* Resolved

13. What is the Awaiting Service Manager status?

S1 -the service request asset/serial number does not have an associated contract (or subscription)
S2 - when the subtype Request for Information is selected, irrespective of warranty or contract
check

14. What is the Expired state?

The contract end date or line end date or system end date is in the past.
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15.

How do you create a Field Service Request?

Select the type Field Service Support when creating a Service Request.

16.

Can | interact with a Field Service Engineer through the portal?

Yes, you can interact with a Cohu Field Service Engineer though the messages option.

17.

Can | add an attachment to a Service Request?

Yes, when creating a service request, you can add relevant documents.

18.

What is the maximum file size of an attachment?

The document size is restricted to a maximum of 10 MB.

19.

What file type attachments can be supported?

« JPG

* PDF

*  Word (.doc, .docx)
* Excel (.xslx)

o iIxt

* .log

Video files are not supported as an attachment.

20.

What is the Quality Issue Number?

The Quality Issue Number is updated in the Service Request by Cohu. This is used by the Cohu
Field Service Engineer for issue tracking purposes.
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21.

How can | create a Field service support SR in the Customer Portal?

You can create a Field service support SR in the customer portal by selecting the type value as
Field service support on the portal.

22,

How many subtypes of Field service support SR can be created on the portal?

You can create seven subtypes of Field service support SR. They are:
» Issue tracking List

* Other

*  Remote support

* Request for information

» Scheduled request

* Training

* Unscheduled request

23.

How can | create a Logistics SR in the Customer Portal?

You can create a Logistics SR in the customer portal by selecting the type value as Logistics on
the portal.

24.

How many subtypes of Logistics SR can be created on the portal?

You can create Five subtypes of Field service support SR. They are:
* Advanced Exchange

*  Order Consumables

» Other logistics

*  Repair and Return

» Standard Exchange

25.

How can | create an Applications Service Request in the Customer Portal?

You can create an Applications Service Request by selecting the type value as Applications on
the portal.
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26. How many subtypes of Applications Service Requests can be created?

*  Apps production Issue

*  Apps Request for information

»  Apps unison/Programming Issue
* Apps - Others

In which scenarios does the “Awaiting Service Manager” status gets updated for

2 the Service Request?

Awaiting service manager status is updated to the SR in two scenarios:

» S1- Whenever a subscription is not available for the respective serial number of the asset.

» S2- When the SR subtype is selected as “Request for Information” irrespective of warranty or
contract, the status gets updated as “Awaiting Service Manager”.

28. What does the quality issue number refer to in a Service Request?

The Cohu Field Service Engineer uses the quality issue number for issue tracking purposes. It will
be updated in the Service Request by Cohu.

29. For a Field Service Support Request, can | create a work order?

No, you cannot create a work order for a Field Service Support Request in the portal.

30. Which subtype of Field Service Support Request does not allow work order creation?

Issue tracking list subtype of Field Service Support Request does not allow work order creation.
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