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Senice and support

XClarity One CalllHomessenvice

XClarity One supports both an-automatic and manual Call Home service.

« Automatic Call Home: If Call Home is configured, when a serviceable event occurs on a
specific device (such as an unrecoverable memory), XClarity One automatically opens a
service ticket with Lenovo Support, collects service-data files for the managed device,
and attaches the collected data to the ticket.

- Manual Call Home: If Call Home is configured, users can manually collect and upload
service data for any resource. They can then open a service ticket with the Lenovo
Support Center-and attach the collected service data to the ticket.
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Senice and support

 To configure Call Home, click
the Settings button on the left, and then

select Call Home from the context menu.

« Click Lenovo Privacy Statement, and
then'read and accept the policy.

» Specify your default Lenovo customer
number to use when reporting problems.

- Enter contact information and a shipping
address for the primary and secondary
personnel that can be contacted by
Lenovo Support.

» Call Home is enabled when contact
information has been entered. To disable
Call Home, clear the configuration
information by clicking Reset to defauit.

" ol P s o ww
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Senice and support

Configuring Call Home - Aut6fCRU

A reactive parts auto dispatch
option, orAuto CRU (Customer
Replaceable Unit), is also available.
If Auto CRU is enabled, replacement
parts will be automatically shipped to
the given address when a server
detects a faulty CRU. Users can
select one of two values:

» Yes: The user consents to
automatic replacement-part
shipments TP St

* No: The user/dissents to automatic
replacement-part shipments

If neither Yes nor No is selected,

Auto CRU will remain disabled.

Contacts

‘."3_"_"_-’1- vour defsult Lendwo customér number 1o ulé T - i

'a Enable secondary contact

Lenovo
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Senice and support

Creating a SEfViceticket

Work through the following steps to create a service ticket:

( Click each number in turn to see the procedure.

sier Q—0—O
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Senice and support

Creating a service ticket

Step 1. Select a specific device from the Managed devices page. On the following page, go to
the /Actions panel and select Create a service ticket from the Service drop-down menu.

Managed devices
L]
= —— " o o
e ]

Action
©
I'—'... R
©® Q o
e Service Conssle
) Coming .
= arghwane
O
W Create a service ticket
@ Contact information
Det.
-:f Upload data to Lenovo Support
Product name
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Senice and support

Creating a service ticket

Step 1. Select a specific device from the Managed devices page. On the following page, go to
the Actions panel and select Create a service ticket from the Service drop-down menu.

Action
Manaped devices . e/
a | ™ @> @ . -
) Porwer = Service = Contsle
Coming -
- - . ~ e = &
T .f-'l
"~ ¥ il
réate a service Licket
= =
» _ -C:I Contact information
Det.
ﬂ l+) Upload data to Lenovo Support
Product name
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Senice and support
Creating a service ticket

Step 3. Click the Creating a service ticket button.
A service ticket will be created, and the 'service data
will be submitted to Lenovo Support.

Creating a service ticket

@ Ensure that the privacy statement s accepted and Ca

and configured. For more information see Call Mome

This is a test

[ Low severity

Make this a Call Home test ()

Cancel Creating a service ticket

ster @—@—0

Lenovo
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Senice and support

Creating a service ticket
: : s : Creating a service ticket
Step 3. Click the Creating a service ticket button. == e = 2

A service ticket will be created, and the service data
will be submitted to Lenovo Support.

@ Ensure that the privacy statement i3 accepted and Call home s enabled
and

configured. For more information see Call Mome

This is a test

( Low severity

Make this a Call Home test ()

Cancel Creating a service ticket

ster @—@—0

Lenovo



Senice and support

After collecting the service data, the
service data file should be saved to
the local system as an archive in

tar.gz format and then sent to Lenovo =
Support. o
Other files can also be sent from the
local system to Lenovo Support.

Servie tahaets

Upload data to lenove Support for
30001146380
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Senice and support

Adding"NOtEs to service tickets

While a ticket is in progress, users can add notes or upload new se
To do thls select the service ticket, click the @lcon enter the necesse

?:I.fr

Service tickets
Add notes

Enrich this ticket with your notes

Device health status update

Device health status is good

Lenovo
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Senice and support

To update the status of a service ticket, sync the status from eSupport.
To do this, select the service ticket, click the i icon, and then select Update status.

Ticket
number

Status

3000116235 ©®

Service tickets
Type Severity
Lenovo Call Home Ticket Medium

Activity

Yesterday

=/

Product

7X02
ThinkSystem
SR630

Add notes

& O

Upload data to Lenovo Support

—
=
©)

Update status
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Senice and support

Service ticket metrics can be tracked by selecting
Monitor from the context menu on the Device
management page. The Service tickets panel
summarizes data relating to tickets that were raised
by managed devices.

The donut chart shows the total number of open, in
progress, and on hold tickets. The bar chart shows
when tickets were raised over the last month. Hover
over a bar in this chart to show how many tickets
were raised in that specific period.

Total numbers of open, in progress, and on hold
tickets are written in blue next to the bar chart. Click
one of these lines to open the Service tickets
page. Service tickets with the selected status are
listed with their ticket number, severity, and device
serial number.

Lenovo
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Senice and support

contactinformation for resource collections

During the resource collection
creation process, users can specify
contact information and a shipping
address for the entire collection. This
streamlines the process, as it will not
be not necessary to enter updates for
each device.

Devices can belong to multiple
collections, and a preferred contact
can be selected for each device.
Users must ensure that the correct
contact and shipping address
information is associated with each
collection of devices so that Auto CRU
parts are dispatched to the right
location.

[ —
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Senice and support

Use the Service menu to check a
device’s contact information. The
Information for a collection can be
modified at any time. Devices can be
added to or removed from a collection
and contact details can also be
edited.

When a collection is deleted, the
contact details associated with the
collection and any devices that were
part of the collection will be removed.

Lenovo

Action
fa
]
© Q o '
Powsr » s [ Cormole
g, e -:1
=
et
@ Contact information
Det.
F". Upload data to Lenovo Support
Product naemee
ThinkSystem SR&430 ABCAAETE
Hoslnaome XCC IP
Contact information
.
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Senice and support

Device warranties can be seen in the
Managed devices page by selecting
Warranty information.

The name, IP address, health status, — — R —
product name, platform, model, serial o1
number, warranty ID, and warranty ——
expiration are all listed. R
Hover over a Warranty expiration e R | -
entry to see the exact date of the B e — ' ' - ]
device's warranty expiration. '

Managed devices

Lenovo
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This course enabled you to:

* Describe the features of Lenovo XClarity One

Describe the user roles and organization of Lenovo XClarity One

Describe the Lenovo XClarity One login procedure

Explain‘'management hubs and how to connect them to Lenovo XClarity One
Outline the steps used to add a device to Lenovo XClarity One

Explain how to perform common tasks such as monitoring devices, submitting
a Call Home request, and uploading service data logs
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