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ABOUT BLUPRINTS
BluPrints is a fast-growing technology firm in the electronics space delivering high
performance consumer, business-to-business, and industrial products & solutions. We pride
ourselves in engineering experiences to meet the unique needs of each business and provide
the best in class products.
An R&D driven company with the vision to provide innovative, agile and customized
products to our customers, we are an end to end design, development and manufacturing
firm for high quality customized embedded hardware Solutions. We offer a world-class
quality with a cost advantage.

SOLUTIONS SPANNING INDUSTRY VERTICALS
BANKING & FINANCE | FINANCIAL INCLUSION | E-CHALLAN | UTILITY BILLING | FMCG |
RETIAL | PARKING | LOYALTY PROGRAMMES | WASTE MANAGEMENT | PARKING | VOTER
SLIPS | HOSPITALITY | TICKETING | HEALTH TECH
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WHY BLUPRINTS
An ISO certified, R&D led product design and manufacturing company with
capability to provide product enhancement & improvement, obsolescence
management, extended product life
Proven experience for delivering high volume projects PAN India, strive to
deliver at 100% on-time to customer request

Single Source, locally available customized product with shorter lead time,
price stability and have delivered project based large volumes, even with
customization
Broad range of in-house resource capability right from Design, production,
repairs and partner management.

Team of highly experienced Industry Veterans who have successfully
delivered highly Mission Critical, Customized, Indigenized Embedded
Solutions of War Room Communication for the Indian Airforce.
4 Decade Strong Experience in Core Engineering for developing highly rugged
Senelac SIL-4 standard Fail-Safe Signaling and Communication
Infrastructure for Indian Railways

20 Years’ experience of running own ISO Certified Production Facility for
Indian Air Defense with IPC 610 D Workmanship standards, which included
high speed Robotic SMT Line, Automatic Optical Inspection Facility, Wave
Soldering Equipment, Mechanical Assembly Stations, Bed of Nails Testing and
Rework Stations.
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BLUPRINTS SUPPORT FRAMEWORK

"The BluPrints Support Framework is
designed to play a part in our constant
quest for self-improvement towards
becoming a leader in this segment across
domestic and international markets."

Bluprints offers the BluPrints Support
Framework - an Online Web-Based platform
designed to improve customer services and
enhance the user’s experience as more and
more people depend upon BluPrints products
to carry out their businesses and functions on
the field.

This document describes the BluPrints
support network and defines our Support
Management Process, enabling us to
understand and resolve your issues in a timebound manner, reducing your operational
expenses and downtime and help you derive
optimum benefits of using our products.
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SUPPORT OBJECTIVES
ENTERPRISE CUSTOMERS

900
INDUSTRIES

10 +
DEPLOYMENTS

3L +
PRODUCT PORTFOLIO

20 +

The BluPrints Support Framework is designed to
achieve the following goals and play a part in our
constant quest for self-improvement towards
becoming a leader in this segment across domestic
and international markets.

Provide a platform for quick registration of
problems
and
support
requests,
with
appropriate notifications and responses.
Ensure the generation of a unique tracking
identifier through which the complainant may
track the status of their support requests
independently at any point of time.
Accurately track our own efficiency and
response times, ensuring predictable response
times.
Help our team understand existing problems
and issues, enabling us to improve our product
by way of upcoming updates and future
releases.
Create detailed and easily accessible content
designed to educate the users, helping him to
do more and more in a self-sufficient manner
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WARRANTY DEFINITIONS

This Limited Warranty is in addition to, and does not affect your legal (statutory) rights under
your applicable national laws relating to the sale of its products. Aadharshila Mobility
Solutions Pvt Ltd. ("AMSPL") provides this Limited Warranty to person who has purchased the
AMSPL product(s) included in the sales package ("Product"). AMSPL warrants to you that
during the warranty period AMSPL or an AMSPL authorized service company will in a
commercially reasonable time remedy defects in materials, design and workmanship free of
charge by repairing or, should AMSPL in its absolute discretion deem it necessary, replacing
the Product in accordance with this Limited Warranty (unless otherwise required by law). This
Limited Warranty is only valid and enforceable in the country where you have purchased the
Product provided that it is intended for sale in that country.
Warranty Period
The warranty period starts at the time of Product’s original purchase by the first end-user.
The Product may consist of several different parts and different parts may be covered by a
different warranty period (hereinafter "Warranty Period"). The different Warranty Periods are:
Twelve (12) months for the printer device and accessories (whether included in the printer
device sales package or sold separately) other than the Consumable parts and accessories
listed in (2) and (3) below;
Six (6) months for the following consumable parts and accessories: batteries, chargers, cables
and covers; As far as your national laws permit, the Warranty Period will not be extended or
renewed or otherwise affected due to subsequent resale, repair or replacement of the
Product. However, repaired part(s) will be warranted for the remainder of the original
Warranty Period or for sixty (60) days from the date of repair, whichever is longer.
Please note that the actual warranty is related to the customer invoice date, as well as the
terms negotiated with the customer at the time of sale.
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How to get warranty service?
If you wish to make a claim under the Limited Warranty, you may call the AMSPL help Line
(where this is available and please note national rates apply to calls) and/or where necessary,
return your Product or the affected part (if it is not the entire Product) to an AMSPL
designated service location. Information about, AMSPL designated service locations can be
found at local AMSPL web pages where available. You must return your Product or the
affected part (if it is not the entire Product) to an AMSPL designated service location before
the expiry of the Warranty Period.
When making a Limited Warranty claim you have to present: a) the Product (or affected part
thereto), b) the legible and unmodified original proof of purchase, which clearly indicates the
name and address of the seller, the date and place of purchase, the product type and the serial
number. This process is different for Enterprise Customers, who are purchasing multiple
devices via a single invoice. For such customers, the device serial number is usually enough
for AMSPL to determine the warranty period through our Service Portal.
This Limited Warranty extends only to the original first end-user of the Product and is not
assignable or transferable to any subsequent purchaser/end-user.
What is not covered?
This Limited Warranty does not cover user manuals or any third party software, settings,
content, data or links, whether included/downloaded in the Product, whether included
during installation, assembly, shipping or at any other time in the delivery chain or otherwise
and in any way acquired by you. To the extent permitted by applicable law(s), AMSPL does not
warrant that any AMSPL software will meet your requirements, will work in combination with
any hardware or software applications provided by a third party, that the operation of the
software will be uninterrupted or error free or that any defects in the software are
correctable or will be corrected.
This Limited Warranty does not cover a) normal wear and tear (including, without limitation,
wear and tear of printer mechanism, batteries), b) transport costs, c) defects caused by rough
handling (including, without limitation, defects caused by sharp items, by bending,
compressing or dropping, etc), d) defects or damage caused by misuse of the Product,
including use that is contrary to the instructions provided by AMSPL (e.g. as set out in the
Product’s user guide) and/or e) other acts beyond the reasonable control of AMSPL.
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This Limited Warranty does not cover defects or alleged defects caused by the fact that the
Product was used with, or connected to, a product, accessories, software and/or service not
manufactured, supplied or authorized by AMSPL or was used otherwise than for its intended
use. Defects can be caused by viruses from your or from a third party’s unauthorized access to
services, other accounts, computer systems or networks. This unauthorized access can take
place through hacking, password-mining or through a variety of other means.
This Limited Warranty does not cover defects caused by the fact that the battery has been
short-circuited or by the fact that the seals of the battery enclosure or the cells are broken or
show evidence of tampering or by the fact that the battery has been used in equipment other
than those for which it has been specified.
This Limited Warranty does not apply if the Product has been opened, modified or repaired by
anyone other than an authorized service center, if it is repaired using unauthorized spare
parts or if the Product's serial number, the printer accessory date code or the serial number
has been removed, erased, defaced, altered or are illegible in any way and this shall be
determined in the sole discretion of AMSPL,
This Limited Warranty does not apply if the Product has been exposed to moisture, to
dampness or to extreme thermal or environmental conditions or to rapid changes in such
conditions, to corrosion, to oxidation, to spillage of food or liquid or to influence from
chemical products.
Registered Warranty Templates
Bluprints is committed to improving support services by leaps and bounds as we go ahead.
With a large number of devices already on the field, it is difficult to trace the history of
existing printers in the field.
In a bid to improve our efficiency, we incorporate a special option of Registered Warranty
Template, where all the printers dispatched by us are automatically registered for warranty
support, as per the customer invoice. The consumer may additionally opt to register for
warranty support to procure a warranty contract beyond the warranty period by raising a
warranty extension ticket on the dashboard. Please refer to the Section on Ticket for
Extending Product Warranty in this document.
Existing users with devices that are no longer in warranty, may purchase extended Repair
packs from our website at a nominal cost. While warranty registration for new purchases
would be automatic, all out of warranty devices will have to be registered for warranty on a
per-printer basis.

www.bluprints.in | +91-124-430-0223 | info@bluprints.in

SUPPORT
DASHBOARD

10

The BluPrints Online Support Portal comprises of a
comprehensive Dashboard for enabling new as well
as existing customers to browse through a rich
knowledgebase of articles, whitepapers and videos
to enable usage of devices, as well as a portal to
raise service support tickets to resolve specific
queries, or register devices for availing repair and
maintenance services.

"The BluPrints Support Framework is an Online Web-Based
platform designed to improve customer services and enhance
the user’s experience as more and more people depend upon
BluPrints products to carry out their businesses and functions
on the field.."

TICKET
SUBMISSION
DASHBOARD
USERS / CUSTOMER - SIDE SPOC

This Dashboard is for users
of BluPrints devices to raise
any service request related
to the following:
Any problem being faced
in the devices
Any software /
Hardware integration
support needed
To inquire or inform
BluPrints Service Team
regarding a Device that
needs to be Repaired.

TICKET
RESOLUTION
DASHBOARD

KNOWLEDGE BASE
DASHBOARD

OUR SERVICE STAFF

USERS / DEVELOPERS

Once any ticket is generated,
this dashboard automatically
informs our service staff
regarding the type of request
and enables him/her to
delegate the ticket to the
appropriate department. E.g.:

Comprising of Videos, Do It
Yourself (DIY) Instructions
and helpful information for
users to get increasingly
self-sufficient in terms of
Using the various printer
options.

Repair Ticket to the Repair
Department
Integration Support Ticket
to the Software /Hardware
engineering team
Generic usage issues to the
Customer Support
Engineer

Browsing through the
Knowledge Base and
Frequently Asked
Questions (FAQ) would
enable users and
developers to troubleshoot
and resolve their issues
without having to raise
tickets.
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SUPPORT PROCESS GUIDELINES
This section summaries the overall process work flow for our customers:
Use the browser on your computer or smart phone to access the start page of our
support portal.
Use the Graphic User Interface of the portal to Submit a Ticket to Register your issue, or
track the status of an existing trouble-ticket.
Use the ticket form to clearly define the issue being faced by answering the queries on
the Trouble Ticket Form.
Upon the Submission of an issue or trouble-ticket, the system generates a unique
tracking ID or ticket number and the associated URL specified in the ticket-registration
mail generated by the system.
As the ticket is being processed at our end, subsequent emails are duly sent indicating
the change of the status of your ticket. As and when the ticket is resolved, a notification
is generated marking the ticket closed.

DEFINE THE ISSUE

SUBMIT TICKET,
REGISTER THE ISSUE OR
TRACK EXISTING TICKET

BEING FACED BY
CLEARLY ANSWERING
ALL THE QUERIES ON

SUBMIT TICKET AND
RECEIVE A UNIQUE
TRACKING ID

TROUBLE TICKET FORM

PERIODIC
NOTIFICATION

DEPENDING UPON THE

REGARDING STATUS

RESOLUTION, THERE IS

CHANGE TILL TICKET IS

AUTOMATIC CHANGE

MARKED AS RESOLVED

IN THE TICKET STATUS

AND IS CLOSED
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SERVICE TICKET LOGGING PROCESS
A Summary of the Support Process using our helpdesk is as follows:
1. Automatic Checking of Warranty Status upon Ticket Submission.
2. Ticket may be requested by the user requesting support. For users with limited familiarity
with managing online, our telephone support executive can assist the user taking various
details and generating the required ticket
3. As soon as a Ticket is Registered, an email intimation is sent to all stake holders (as
specified by the ticket) with details for tracking the status of the ticket at any time.
4. For Per-Printer Support functions with individual users, ticket submission or tracking
does not require the user to create an account on our website.
5. As the ticket is assigned to our service engineer, the system shares the necessary details
keeping the user well-informed as to the exact status of the request
6. In the event that the system is not under warranty, or if the specific issue faced by the
system does not qualify for warranty support, a Pro-Forma Invoice (PI) is generated and
sent to the user for approval. During this period, the ticket status is changed to “Waiting for
Customer Response” and the ticket is suspended until a feedback is received.
7. If the issues faced by the printer fall under warranty clause or if the user approves the
quotation for paid- support, the ticket moves into “WIP” state. Once finally completed and
tested, the device is sent back to the user and the ticket is closed.
8. If the approval is not forthcoming within a period of 2 weeks of the generation of our PI, a
reminder is sent to the customer. When it is reasonable to assume that the payment has
not been approved, or if the customer refuses to approve the repair charges, the ticket is
marked as Closed.
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SUPPORT TEMPLATES
In keeping with our current customers and their business practices, we have devised
multiple ticket templates to manage the support related issues user, incorporating the
preferred ways in which the customers request our support.

SINGLE USER TEMPLATE
The Single User Template is the basic “per-user” support template. The user must register
the ticket for each printer that he sends for the repairs. The ticket allows the user to include
multiple email addresses which would be kept in the loop for all communications associated
with the ticket. Targeted towards low-volume users (small traders, shop-owners etc.) with
limited awareness and proficiency or inclination to follow online processes beyond what is
absolutely necessary. The Ticket may be generated by the user. The user is NOT required to
log-in to register a ticket or check its status.

BATCH PRIORITY TEMPLATES
Batch Priority Template dashboard involve a special set of users who procure chargers in
large volumes and distribute them among their points of presence. Printers that require
support are generally collected by the customer at a single location and dispatched to our
service center in a batches of multiple printers.
To aid their business processes, the BluPrints Support Team would allocate a different
dashboard allowing the user to raise a ticket with the provision for specifying details for
each device returned to us.
A Single Tracking Id is then generated for a single lot of printers received by us together.
The tracking Id is used to track the status of the various chargers associated with a single
ticket.

INTEGRATION SUPPORT TEMPLATE
The integration support dashboard is specially designed for users or their contracted
software development teams for smooth incorporated of the Bluprints SDK into their
custom applications. The Integration Support Dashboard team comprises of sharp
development engineers who are determined to assist the user’s development team to
quickly and smoothly get the Bluprints Products up and running very quickly and become an
inherent part of your ecology on your terms.
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CORPORATE PRIORITY DASHBOARD
Corporate Priority Dashboard is for customers with centralized and aggregated service
requests. The dashboard may be personalized, through interaction with our development
team providing a corporation-specific tracking user interface. A Customized Dashboard and
Business Process Integration is an ongoing activity that would be eventually be used to
provide greater value to our customers.

EXTENDED WARRANTY SERVICE PACKS
The framework for Extended Warranty Registration has been built and should be launched
on the main support website soon.
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TURN AROUND TIME (TAT)
SINGLE USER, SINGLE TICKET REPAIRS

BATCH PROCESSING OF REPAIRS
For batch processing of Repair devices wherein multiple devices are received per customer
and logged under a single ticket, the following is the TAT table
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BLUPRINTS SUPPORT DASHBOARD
VIEW OF REGISTERED TICKETS
The Bluprints support dashboard is shown in the figure below. The figure shows our
view of registered tickets with status related to its resolution, assignment etc. The
following is fictional data and any company names have been blurred / crossed.

A TYPICAL TICKET
The Second Figure shows a typical generated ticket, where users are unable to furnish a
ticket with the details. The same will be processed by us through a complete device
check before processing the requirement. We encourage the users requesting support
to try and define the problems in as much detail as possible, answering simple questions,
saving a substantial amount of time that would otherwise be spent in discovering the
main issue.
The support framework extensively uses our database of customers and each and every
device that we have manufacture and process. The system uses the device serial number
to identify its current warranty status, and provides intimation of the same to our
support staff, the user requesting support and all other individuals whose emails are
specified in the ticket tracking request.
The figure shows a typical support ticket raised by a demo customer. The data shown in
this document is hypothetical data, populated solely for the purpose of this Document.
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DISCLAIMER
In the interest of our own internal processes, protection of data that is private to our
customers and future plans, the information shared by this document is at best generic.
Screenshots and Processes might be subject to modification to keep up with the increasing
demand for quality of service and intelligent support processes.

ADDRESS
Plot Number 63,
Hartron Complex, Electronic City,
Udyog Vihar Phase – 4
Sector 18, Gurgaon,
Haryana -122015, India

