Ticket 622792
[image: ]I was recently assigned ticket --, this ticket was regarding a user who had a faulty screen. The brief description in the ticket told me that the user had a green line approximately 2 pixels wide down the middle of the screen. 
[image: ]
I used ITAMS (QinetiQ IT’s online storage system) to search for the DAMS number (The unique identifier on the bottom of each corporate machine) to find out what model laptop the user had.

[image: ][image: ]Because the user was using a Dell Latitude 5440, I am not able to call Dell in to fix the issue as the machines warranty has expired. Due to the machine soon becoming end of life there is a stock of “parts only laptops”, these are laptops that are either end of life or soon to be end of life that have issues meaning we can not replace them easily or at all. I was able to find a screen that worked perfectly fine in this tock which meant I was able to bypass the time it would take to get a new screen sent to site.

[image: ]I used Resolve (The online ticket management system to contact the user and arrange a time for the laptop to be brought into the workshop.

When I was given the laptop, I booted up the machine to make sure that it was the screen that was damaged. When I booted it up the green line appeared down the middle of the screen just like the user had said.
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[bookmark: _GoBack][image: ]I turned off the machine and made sure that all power was disconnected. I then took the bevel of the screen being carful not to break any of the small clips that hold the bezel in place. 

[image: ]After I had removed the bezel, I took out the 4 screws that hold the screen in place. Remembering not to apply to much pressure as I didn’t want to damage anything.

Once the screws where removed I disconnected the screen from the laptop, I then put in the screen and connected it to the laptop.
[image: ]
Once the screen had been reconnected, I screwed the screen in place whilst being very careful to not scratch or apply to much pressure to the new screen.
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Unfortunately, at this point one of the light bulbs in the workshop had died and left me with less light to work with, which is why the pictures are darker.
[image: ]Once the screws were back in place, I put the bezel back onto the laptop being careful that I didn’t push the clips into place with to much force, as I did not want to damage the new screen. 
Due to the health and safety risk of the low light levels we reported the dead light bulb straight away and had it replaced straight away.
[image: ]I then booted up the laptop with its new screen and tested that the screen worked ok.

Once I knew the screen was ok I handed the laptop back to the user showing them that the screen was now replaced and fully functioning, thus allowing me to successfully close the ticket.
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Windows BitLocker Drive Encryption PIN Entry

Enter the PIN for this drive.

Drive Label: QL-4008150 OSDisk 07/11/2019

Use the HOME and BACKSPACE keys to clear incorrect characters.

Press ENTER after the PIN is typed. Press ESC for recovery.
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Il currently have a Latitude E5440 - Registered DAMS 4008342 but, | believe it o be faulty.
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