
 
 

 

 
 
As I'm sure most of you are aware, Welch Allyn discontinued the sale of our Endoscopic product line in 
December 2000.  At that time, we issued a letter to our customer base letting them know that we were 
exiting the Sales and Distribution market for this product line, but we would continue to provide repair 
services for five years.  Well, the five year time expressed in the letter is now upon us. 
 
Beginning January 3, 2006  we will no longer issue RMAs for the return of endoscopes in need of repair.  
However, we will need to document any allegation of deficiency (see below for clarification).  Instruments 
that are either here or are on there way back for service will be serviced though the month of January.  
On January 31, 2006 we will stop all service and the remaining inventory and tooling will be 
decommissioned. 
 
At this time we will continue to sell the Lamps for the VLX10/VLX20 (04060-U) and the LX150 (04050) 
light sources.  
 
Below is a typical script that should be employed to let our customer know that we can no longer service 
their instrument. 
 
Customer will contact WA Customer Service: 
 
Customer Service: Will collect all allegation information, Product Number, Serial in accordance with 
MPD-SOP - Customer Complaint Management and  
MPD-WI 17206465 Complaint Screening by Customer Service Channel Services and Repair Department.   

Script:  "Unfortunately, Welch Allyn no longer services this instrument.  However, we can let you 
speak with our technical support rep who may possibly assist you in solving any minor issues, 
that can be corrected in the field." 

 
Technical Support: Technical Support will troubleshoot the problem with the customer.  If the product is 
in need of repair the TS Tech will tell the customer.  

Script:  "It appears the problem requires a higher level of servicing then I am able to provide at 
this time.  Since, Welch Allyn no longer provides service on this product you may want to look at 
purchasing a new instrument.  Companies that  provide these types of instruments are Olympus, 
Pentax and Fuginon would you like any of their phone numbers?" 

 
Technical Support Complaint Handling: Technical Support will setup the Notification as a complaint 
following the same guidelines as trained for all other calls.  In the Task Text, the technician will enter 
"NLS" (No longer serviced).  However, we will not add a "Retrieval" task to the notification, since we will 
not be bringing the instrument back to Welch Allyn. 
 
Adverse Incident - All Adverse Incidents will be recorded and handled as stated in the complaint 
handling training. (No change) 
 
Instruments that are no longer serviced are: 
30500 - VS100 Video Sigmoidoscope  
31000 - VS200 Video Sigmoidoscope 
31500 - VC200 Video Colonoscope 
31753 - VG200 Video Gastroscope 
31550 - Video Colonoscope (150 CM) 
33900 - FX-100 Fiber Optic Flexible Sigmoidoscope 
40500 - VLX10 Lightsource for 30500 Scope 
45500 - VLX20 Light source for the 31000 Scope 



45150 - LX150 Light source for the 33900 Scope 
45510 - Water Bottle for the Video Endoscopes 
45520 - Cleaning Bottle for the Video Endoscopes 
33905 - Water Bottle for the FX-100 Scope 
 
We will no longer sell the water bottle (45510 and 33905) or cleaning bottle (45520) ,since we are 
currently out of parts to build new bottles. 
 
At this time we will continue to sell the Lamps for the VLX10/VLX20 (04060-U) and the LX150 (04050) 
light sources.  
 
Below is a typical script that should be employed to let our customer know that we can no longer service 
their instrument. 
 
Customer will contact WA Customer Service: 
 
Customer Service: Will collect all allegation information, Product Number, Serial as usual.  After 
collecting the information needed for the Notification as outlined in (Sharon's Document), they will tell the 
customer, "We can no longer service your instrument if it needs to be repaired, but if you would like, I can 
let you speak with our technical support technician to possibly assist you in solving any minor issues, that 
can be corrected in the field." 
 
Technical Support: Technical Support will troubleshoot the problem with the customer.  If the product is 
in need of repair the TS Tech will tell the customer. "It appears the problem is with the instrument, but we 
can no longer service this product.  If you wish, I can provide you with the phone numbers for Olympus, 
Pentax and Fuginon for possible purchase of a new instrument,." 
 
Technical Support Complaint Handling: Technical Support will setup the Notification as a complaint 
following the same guidelines as trained for all other calls.  In the Task Text, the technician will enter 
"NLS" (No longer serviced).  However, we will not add a "Retrieval" task to the notification, since we will 
not be bringing the instrument back to Welch Allyn. 
 
Adverse Incident - All Adverse Incidents will be recorded and handled as stated in the complaint 
handling training. (No change) 
 
Please let me know if you have any questions. 
 
 
John Janke 
Product Service/Technical Support Manager 
Welch Allyn  
315-685-4566 
 
 

 




