Toshiba Global Commerce Solutions Hardware Service Requests

Notice

This announcement is to make Hardware Break/Fix iSupport users aware that starting March
1, 2026, manual entry of address information in the iSupport ticket creation process will be
disabled. Users will be required to select addresses from existing CMR records. A summary of
the instructions can be found (here) and the full iSupport Hardware user guide can be found

(here).

e Address selection process: Users must use the Select Address button to search and
choose addresses from the CMR database, applying filters like store number to
narrow results. If the desired address is not found, users can create a new address
record.

e Creating new addresses: When creating a new address, users complete a form with
specific fields such as street address, banner name, store number, city, state, postal
code, and country, then submit it for processing by the CMR team, which takes about
two business days.

* Purpose of changes: These updates aim to standardize address data entry and
reduce processing issues within the iSupport system.

Incident Address

User must use the Select Address button to update the Incident Address.

Address Select Address City

State County

Province Postal Code

Country Address 2
Store/Brand/Banner Store Number

Selecting the Incident Address
These are the instructions your users will need to follow when these changes go into effect.

1. Click the Select Address button.
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Incident Address

Address
State PA
Province

o.Select Address

To automatically fill out the
address follow the instructions
in the section: Updating the

Incident Address.

Country United States
Address 3

Hardware Service Requests

City
County Ensure the address listed in the
Postal Code Incident Address section is correct. The
Address 2 address shown is where the technician
Store Number will be dispatched.

Cancel Previous Step3of3 Submit

2. Use any of the search filters to limit the
result list. In this example we will use the
store number. (Surrounding your search
term with % enables finding results when
they are not an exact match.)

3. Click the [Search for Address] button and
the result list will be limited based on the

Search
To find the address, please use at least one search criterion with a minimum of O characters with no % in between or before the 0 characters
I you are unable to find the location's address, please contact your primary point of contact

Address

city
Store Number %071% Q

state
Province
Postal Code
Country

Search For Address o

filter inputs.

The results of the query will be returned.
A. Select your desired location if found.
4. After selecting the location click
the [Select] button.

B. If the location is not found, adjust your
search criteria. If the address still does not
appear, use the [Create New Address]
button and follow the Create a New
Address Record.

Create New Address

Result L
// Previous 1-10f 1[¥] Next (3
Select Address f ice Postal Code Country
o
{
4 Previous 1-10f 1[™] Next (2 q
r, Can Selec

Create New Address h
o
Result -

Select Address City Store Number Country
No records were found matching the given criteria. <
[

After you complete the form and click the Submit button an . -

email will be sent to yourself and to our CMR team. This 0 e (e e Cutome Name sd Azt
H H count Number: —— | created on behalf of.

process will take about two business days to complete. [ _ y

1.

The first step is to ensure that you are requesting the

Address):

new address to be created for the correct customer and e | ¢

customer number.

Enter the location address using the guidelines below:

o Address Line 1: This field should have the street

address and any suite or unit information. (e.g., 1234

Main Street, Suite 23)

Address Line 2: | 4
Address Line 3 (Banner Hame): |
p
Address Line 4 (Store Number)
* State/Province *
* pastal Code: i
Country:  [Afghanisian v
This activity wil submit 2 request to our GMR Team 1o create a new site address. You will feceive a response from that team within 45 business hours
o submit 4
Back
S ey » . ~— o o - » '

o Address Line 2: Should typically be left blank. Please reach out to your TGCS contact if you believe this field

should be used.
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Address Line 3: Please enter the Banner Name of the location in this field. (This will be the name on the store
that will assist our technician locating the business.)

Address Line 4: Please provide the store number for the location in this field.

City: City

State/Province: The two character state or Province abbreviation. (e.g., NC — North Carolina)

Postal Code: Postal Code

Country: It is critical you select the correct country to avoid delays in the site creation process.

3. Click the [Submit] button.
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