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EQUIPMENT  

 

 Where can the Machine ID Sticker be found on the machine?  

 The Machine ID Sticker can be found inside the door of the machine.  

 Where can the Serial Number be found on the machine?  

 The serial number of the machine can be found on the meter counter or on the side or back of the machine.  

 If you would like to access your serial number by the meter counter please see instructions below to obtain the 

meter on your machine.  

 If you would like to access the serial number on the side or back of the machine please look for a plate or 

sticker on the machine containing a serial number. Please note all accessories are also serialized and can often 

be mistaken for the machine serial number.   

 What if I need help navigating the Customer Portal? 

 We have created a user-friendly e-Info Customer Portal Instruction Guide which can be found in the Customer 

Portal Dashboard. If you need additional assistance please contact customercare@kdi-inc.com or you can call 

our corporate office at 800.537.4613.  

 How to get a meter reading 

 Please see below instructions on how to obtain a meter reading from your machine. If you are need of 

additional assistance please email meters@kdi-inc.com or call 800.537.4613. 

 FAQ 
Customer Guide to Frequently Asked Questions 

Canon Copiers  

Press COUNTER CHECK (small button by itself not on the touch screen)  

 Black & White:      BW Total: Line 102 (Double Click) Line 101 (Single Click)  

 Color Machines:   BW Total: Line 109 (Double Click) Line 108 (Single Click)          

                                        Color Total: Line 124 (Double Click) Line 125 (Single Click)  

 

Toshiba Copiers  

 Black & White & Color Machines  

 Press USER FUNCTION button  

 Then press the COUNTER button  

 Press for the Totals  

 

Savin Copiers  

 Black & White & Color Machines  

 Press USER TOOLS button (small button by itself not on the touch screen)  

 Press to go down to the COUNTER and hit OK  

 On the screen TOTALS will come up 

 The customer may write down or select PRINT to print the meter printout 

page  

Savin Printers  

 Press MENU button  

 Scroll down to the LIST/TEST 

PRINT and hit OK  

 Scroll down to CONFIG page and 

hit OK  

 Print the Config Page  

Lexmark Printers  

 Home screen  

 Press MENU button  

 Then scroll down to REPORTS  

 Press DEVICE STATISTICS - it will print a page and the totals will be at 

the bottom by the word MENU and TOTAL  

o Black & White machine need a total  

o Color Machines need B&W and Color Total  

 

 

HP Printers  

 Print a configuration Page 

 Press   to enter the MENUS.  

 Press Box to highlight INFORMATION 

 Press  to select INFORMATION  

 Press Box to highlight PRINT 

CONFIGURATION  

 Press  to print the CONFIGURATION 

PAGE  

1300 Machines: Press & Hold for 6 seconds  

1200 Machines: Press button 3 times  

 

OCE Vario Print  

 System—Meters—Service Code is 6767567 in order to print meter 

with C line incl.  

o For Single Click Customers – Line 103 divided by 2 + Line C  

o All Other Customers – Line 101 
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SERVICE  

 

 Can I receive automated updates for service requests?  

 Please be sure to provide the Dispatch Team your contact information and you will be set up for automated 

notifications. You will receive the notifications once your service call has been created, again when the 

technician has been dispatched and a final notification when the call has been completed.   

 Service Tip: Are you experiencing lines on your copies?  

  You can try cleaning the slit glass and platen rollers to see if this resolves the issue.   

 Service Tip:  Are you experiencing fax related issues with your copier?  

 In most cases it has been found that fax related issues are typically not related to the copier. Please try to 

contact your phone service provider before placing a service call.  

 Service Tip: See links below to resolve most user related maintenance items such as waste toner bottles, how 

to add toner, how to perform user calibrations and much more.  

 Savin knowledge base link: https://ricoh-kb-en.custhelp.com/app/home/region/us/brand/savin 

  Canon knowledge base link: https://support.usa.canon.com/kb/index?page=home 

  Lexmark Knowledge Base Link: 

http://support.lexmark.com/index?page=techlibraryKB&linkSelected=node2%5Esubnode0&channel=techlibrar

ykbchannels&locale=EN&userlocale=EN_US 

 

SUPPLIES  

 

 What information is needed to place an online order? 

 To place an order online you must use your Machine ID Number to create your request. The Machine ID 

Number will identify the specific supplies available for your machine as well as reflect the appropriate charges If 

the item is not covered by a contract.   

 What if I am unsure of what item to order or do not see the item I need on the item list in the e-Info 

Customer Portal? 

 Please contact our Supply Team at supplies@kdi-inc.com or 800.537.4613 and a supply team member will 

provide you with the assistance needed to process your supply request through the e-Info Customer Portal.    

 What is the expected delivery time for my supply order?  

 Please expect at least 2-5 business days for processing and delivery.  

 What are the fees for shipping and handling?  

 All orders processed through the e-Info Customer Portal and Automated Toner Replenishment Program include 

FREE shipping and handling.  

 All orders submitted by phone, email, fax, etc. will be subject to a $9.95 shipping and handling fee.  

 If you are in need of overnight shipping there is a $35.00 shipping and handling fee.  

 What is the latest time of day I can order supplies to be processed for next day air delivery? 

 The cut off time for next day delivery is before 3pm EST. 

 What is the Auto Toner Replenishment Program? 

 NDD monitoring allows KDI to track your supply and usage history to determine the finishing predication date 

of the toner in your machine. This provides KDI the opportunity to proactively process your toner order to 

ensure you receive your supplies before your machine ‘s toner reaches an empty level.  

 When should I replace my toner?  

 You may receive your toner before the toner alerts or even while the toner is low. To ensure you are getting 

the most out of your toner cartridges we suggest that you do not replace the toner until the machine has 

alerted that the toner is at an empty level.  

 What is the procedure to return supplies?  

 Please contact our Supply Team at supplies@kdi-inc.com or 800.537.4613 and a supply team member will 

assist you with your request. Once your return is approved a UPS Call Tag will be processed to have UPS pick up 

the supplies to be returned to KDI. Please have the package ready for UPS Pick Up. Once the item is returned to 

KDI the package will be inspected and any applicable credits will be issued.    

 What is the procedure to recycle toner cartridges? 

 Please visit our website at http://www.kdi-inc.com/about/environment/ to view recycling options.  
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ACCOUNTING  

 Can I receive my invoices by email?  

 Yes, your account can be set up to either mail or email your invoices when generated.  

 We also have automated notifications that can email you an invoice reminder at 30,45 and 60 days past due.  

 Account statements are generated on the 15
th

 of every month.  

 What are my payment options? 

 Payments can be made by credit card, checking or savings accounts and wire transfers. If you need assistance 

or have any additional questions you email customercare@kdi-inc.com or call 800.537-4613. 

 For immediate payment application, you can now pay online in the e-Info Customer Portal. The user must have 

rights to view Accounting which can be provided by contacting customercare@kdi-inc.com. Once you have 

access you can view open invoices, request copies of invoices and make payments by credit card, checking or 

savings accounts.  

 Why is the due date on invoice is the same as the invoice date? 

 At this time, the due date will reflect the invoice date on the invoice. We apologize for this inconvenience and 

will continue to work with our system provider to have this corrected in the future. Your payment terms for the 

invoice will be listed under Payment Terms in the top section of your invoice.  

 What is the remit to address? 

 P.O. Box 1610, Media, PA 19063-8610  

 How do I request a copy of an invoice? 

 The e-Info user must be set up with rights to view Accounting. If you need to be set up with these rights please 

contact customercare@kdi-inc.com.  

 Once you have rights to view Accounting you can request a copy of an invoice under the Pay Invoices section of 

the main dashboard in the e-Info Customer Portal. You simply click on the invoice number, enter your email 

address and you will receive a pdf copy of the invoice within minutes.     

 Why is my account on hold and how can I my account be released for service and supplies? 

 Our system will automatically place an account on hold once an invoice has reached 45 days past due. If you 

have submitted a request for service or supplies and your account is on automatic hold our Accounting Team 

will review to and release immediately if there are no collection concerns.  

 If payment is required before service or supplies can be released you will be notified by our Accounting Team. 

You can submit your payment online by credit card checking or savings to have your account released from 

hold within minutes. If you would like to make an online payment please notify your Account Representative to 

confirm payment has been received and your service or supplies request has been released.  

 

BILLING  

 Why does my contract invoice state Overage Charge if I am being billed by copy?  

 The line that state Contract Overage charge for the XX/XX/XXXX to XX/XX/XXXX overage period  is referring to 

any copy charge being billed during this period of time. If your contract is billing per copy the covered copies 

would be zero and you would be billed overage copies above zero. If your contract is billing a base charge for X 

covered copies you would be billed for overage copies above X. If you need additional information you can 

contact customercare@kdi-inc.com or call 800.537.4613.  

 Why has my contract rate increased? 

 All contracts are subject to annual review. Based on your maintenance agreement your contract rates may be 

increased annually. If you need additional information you can contact customercare@kdi-inc.com or call 

800.537.4613.  

 I have multiple contracts and would like to know if I could merge them into one master contract?  

 Please contact customercare@kdi-inc.com or call 800.537-4613 to see if your contract can be merged. A 

Contract Billing Specialist will review your account and provide you with all available options.  
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