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Passwords have become a crucial part of our everyday lives. Whether we’re logging onto our 
computer at work, grabbing some cash for a trip to the store, or checking our email at home, 

few of us go a single day without entering some secret sequence of letters and numbers into one 
machine or another. It makes perfect sense; security is an important, almost fundamental need. 
After all, Maslow put it in his hierarchy just above lunch and a roof. But, in spite of the feelings of 
security these codes can offer, all of us also know the frustration of not having the right password. 

Most of the time, we can simply click a link if we don’t have our password and be assigned a 
new one. But what about when we can’t? What if the password was never created by us, never 
used by us, or stored in someplace we’ve never heard of? We struggle for hours to gain access, 
if we can at all.

Unfortunately, this scenario is all too common for medical imaging equipment end users and 
engineers.  Essential installation and service features are stored in the machines they work with 
but are sometimes inaccessible without certain OEM passwords, codes, and keys.  When 
these features cannot be accessed to finish the install or correct an error, frustration mounts as 
precious minutes are lost by everyone involved. Calls are made, patients are rescheduled, and 
OEM engineers are called in at much higher time and materials rates. The end result: patients 
put on hold, frustration, wasted time, and lost money. 

The ebook you are about to read is intended to help you gain access to your own 
equipment, enabling you to solve issues quickly and effectively. Understanding 
what you need a password for, where and who to get it from, as well as how to handle your 
relationship with the people who have it, will turn a lengthy, harrowing ordeal into an efficient 
process that can work for you. 
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Passwords, Codes, 
and Keys



First thing’s first: let’s make sure we’re all on the same page concerning what we’re talking about. 
Passwords, codes, and keys (PCKs) are not always what they seem. They come in several different 

shapes and sizes depending on the type of equipment you’re working with and the manufacturer who 
made it. Allow me to elaborate:

Lengthy Strings of Letters and Numbers

This is the PCK form most of us are familiar with; an awkward sequence of characters that’s so 
nigh impossible to remember, we end up writing it down on a Post-It, sticking it in our pocket, 
and losing it forever the next time we wash those pants.

General Software Tools

These are OEM-specific software packages that are necessary for certain service functions. These 
packages grant access to varying features and software levels. Depending on the manufacturer 
this information should be found on site with the equipment, but is often removed by the OEM 
service engineer. 

Accessories- Dongles, USB/Serial Port Fobs

These are actual physical items that plug into any of the various ports on your system’s control 
console or computer tower. They allow you to unlock features of your system in the same way 
the keys on your keychain let you in the back door of your neighbor’s house to feed their turtles 
while they’re on vacation. 

Passwords, Codes, and Keys
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Need Passwords, 
Codes, and Keys



Perhaps your system was already installed when you hired in at your facility. Perhaps you’ve never 
encountered a service problem major enough to warrant the search for a PCK. If either of these 

is true, the industry at large envies you. But, since the law of averages is always in effect, I’m going 
to identify some common reasons why one might find themselves in need of a PCK for their medical 
imaging equipment in hopes that you’ll be prepared when your heretofore angel of a system succumbs 
to the inevitable.

These examples are common across all modalities

•	 QA log access
•	 Service event log access
•	 System backup and restoration
•	 Producing reports
•	 Performing calibrations
•	 Utilities access

If you’re lucky enough to be a CT user, there are even more

•	 Enabling optional worklist functions
•	 Checking your radiation limit trip (important installation step)
•	 Tube certification

Reasons You May Need Passwords, Codes, and Keys
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3 Places to Check for Your PCK
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You may already have the PCK you need in hand and simply not know it. If not, you may also be able 
to find what you need in a couple locations you may not have thought of. Read this section to find out 
where you should check first. After you do so, we suggest you take a little break from reading and go 
on a scavenger hunt. 

Check Your Existing Documentation

Sometimes an OEM will craftily hide a PCK on a label stuck inside the 
case for one of your software disks. The text of your manuals may also 
contain the password you are looking for. Be sure to read the section of 
the manual that pertains to your problem and you may be surprised to 
see a code within the written process. (Tip #1- Philips and Toshiba like to 
put codes in their manuals.)  Other times, if you 
have a used system, previous users will write 
PCKs in conspicuous places (like the outside of 

manual covers). Essentially, look all over on your documentation. 
There’s no reason to pull your hair out chasing after something 
that you already have.

Check All the Wrong Places

If you cannot find the manuals to your system…tisk tisk! This is thousands of dollars of information 
that is vital to your equipment and you. Look in cupboards, closets, and cabinets. Look among 
the manuals of other systems in your building. Look in desk drawers you may have forgotten 
you even have. In our experience, manuals and software find their way into strange places. 
Whether by accident, or on purpose, your documentation may have wandered away from your 
equipment long ago. 

(Tip #2- Keep all your manuals, software, backup disks and phantoms with the equipment in the 
room the unit is housed in. Give strict orders that the accessories stay with the equipment and 
do not leave the room. Not even OEMs who service your equipment should remove these items 
from the room for any reason.)

Check Your OEM’s Website

Some OEMs offer system documentation right on their public websites. Here are some examples 
from major companies:
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Philips InCenter:

Philips InCenter is a library of system manuals, guides, and diagrams for Philips imaging 
equipment. Much of the information is for older models, so if you’ve had your particular system 
for a while InCenter may have exactly what you need available for download.

3 Places to Check for Your PCK (Continued)
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GE Support Documentation Library

GE’s Support Documentation Library is very similar to InCenter. If you’re scanning with GE 
machines, visit this page for your documents.

Some OEMs aren’t as forthcoming as this and almost none of them will provide this amount 
of free information related to their newer models, but it’s certainly worth a try. C’mon! You’re 
reading an ebook. It’s not like you’re not online already.

3 Places to Check for Your PCK (Continued)

For a complete listing of Block’s available systems and services please visit www.blockimaging.com 6

http://www3.gehealthcare.com/en/Support/Support_Documentation_Library
http://www.blockimaging.com


Good 
Communication



If the preceding video reminds you of a struggle you’ve had before, you are not alone. If the 
video has stirred some painful memories for you, consider this next section a verbal hug. I’m 
going to fill you in on the most effective way for a single person to communicate with a massive, 
international corporation.

Know Your OEM-Specific ID

I’m sure that by now you’re tired of having endless strings of digits thrown at you. I would be 
too. But, there’s at least one more you need before you get to the good stuff: your site ID. Some 
OEMs call it different things; functional location number, customer account code, etc. But they’re 
all the same thing- numbers that tell the OEM which machine needs parts or service and where 
it’s located.

1. The installing engineer wrote this number on a label and stuck it on your machine 
somewhere. (Best)

2. You don’t know where your number is, but your machine is still logged in the OEM 
database correctly and they’re able to look you up. (Decent)

3. Your machine was purchased used and the ID number was not updated to reflect 
the new location. This could result in a couple of days of red tape as your location 
information is processed to issue you a new ID number. (Worst)

This can go one of three ways: If you’re lucky enough to be in scenarios one or two, make sure 
you write the ID number in several conspicuous places.

(Little tip #3- Keep a spreadsheet with a list of all your facility’s equipment, serial numbers and 
site ID numbers. Also, make sure there is a sticker label on each unit containing the updated site 
ID number for easy access for incoming service vendors.)

If you’re in scenario three, work on getting the site ID in your name as soon as possible then 
immediately add it to your spreadsheet and label the equipment with the proper site ID number.

Click to Watch!

Good Communication
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Identify Yourself Properly

If you’re an in-house clinical engineer, tell that to the OEM operator! By identifying yourself as 
an employee of a registered site, you’ve already cut away half of the hesitations OEM service 
operators display when the time comes to make your request.

Speak Calmly, Confidently, and Simply

In the heat of a crisis it’s easy to get frustrated and direct those feelings toward the person on the 
phone with us. It is imperative that you resist this! Panic and hostility in your approach can often 
become panic and hostility in theirs.

Many of our brilliant engineer friends have the tendency to dip into complex engineer jargon. 
The people on the other end of your service call probably have no idea what any of those terms 
mean. Keep your requests simple to avoid confusion. Confusion frequently escalates the situation 
into the hands of the tech support manager. There is no reason for this to happen!

Usually the issue that requires the PCK is an easy fix and can be described to the tech support op-
erator in one sentence using the terms –assemble, install, adjust, and test. For example: “I need 
a password to test the arc on this tube that I just installed.” AND if you need to go further you 
may add, “This test is required in the OEM installation directions in the manual.” Okay… 
that would be two sentences, but still simple and to the point. 

What to Do If You’re Denied

In our experience with OEM tech support over the years, the communication steps above go 
a long way in helping end users and engineers get the PCKs they need to unlock options and 
service features. Sadly, at times, some OEMs can be more obstinate than others and even the 
best-spoken of us can be denied the vital information we’re requesting. In these times, it pays to 
know what you’re entitled to.

When an OEM representative is hesitant to give up the goods, there is a place to turn that backs 
your position; a place that carries the clout of the United States government.

Good Communication (Continued)
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Why Should The OEM Give You the PCK?

AIAT plain and simple – This acronym is used by the FDA and stands for Assemble, Install, 
Adjust, and Test.  Title 21 of the Code of Federal Regulations, part 1020 is the Performance 
Standards for Ionizing Radiation Emitting Products.  Section 1020.30 covers the information to 
be provided to assemblers by the OEM at their cost.  OEMs have a responsibility to supply all the 
information needed in order to comply with these standards. Assemblers have the responsibility 
of obtaining it and following it when assembling, installing, adjusting, or testing equipment. If 
any part of this requires a password to complete, the OEM must provide it. The passages below, 
accessible at the FDA’s website detail the OEM and assembler responsibilities in full: 

g) Information to be provided to assemblers. Manufacturers of components listed in paragraph 
(a)(1) of this section shall provide to assemblers subject to paragraph (d) of this section and, 
upon request, to others at a cost not to exceed the cost of publication and distribution, 
instructions for assembly, installation, adjustment, and testing of such components adequate to 
assure that the products will comply with applicable provisions of this section and 1020.31, 
1020.32, and 1020.33, when assembled, installed, adjusted, and tested as directed. 
Such instructions shall include specifications of other components compatible with that to be 
installed when compliance of the system or subsystem depends on their compatibility. Such 
specifications may describe pertinent physical characteristics of the components and/or may 
list by manufacturer model number the components which are compatible.

d) Assemblers’ responsibility. An assembler who installs one or more components certified 
as required by paragraph (c) of this section shall install certified components* that are of the 
type required by 1020.31, 1020.32, or 1020.33 and shall assemble, install, adjust, and 
test the certified components according to the instructions of their respective manufacturers. 
Assemblers shall not be liable for noncompliance of a certified component if the assembly of 
that component was according to the component manufacturer’s instruction.

*Certified components include: X-Ray tube housing assemblies, beam-limiting devices, image 
intensifiers, spot film devices, CT gantries, and tables
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Managing Your 
Relationship with 
the OEM



Just because you’ve successfully navigated your first PCK call to an OEM doesn’t mean you can get 
cocky! If you intend to maintain, upgrade, or even replace any of your medical imaging equipment 

in the future, you’ll be calling them again. Just like any relationship, yours with the OEM will take some 
work to keep the calls running smoothly.

Negotiate with the OEM- (In-house Clinical Engineers)

If you are an in-house clinical engineer working for a hospital chances are that your administra-
tors have some brand loyalty to certain OEMs for different groups of equipment. Because of that 
loyalty you have leverage. Essentially, if your OEM wants you to keep using their products, they 
won’t want to scare you away by playing hardball. Any time you replace or buy more equip-
ment from that OEM make sure to negotiate training and resources for your engineering staff on 
all the equipment you own through that OEM.  Keep in mind: these resources include download-
ing PCKs to your engineers’ laptop monthly (or more often, depending on how frequently the 
PCKs get changed). This will equip your engineers to be able to take care of issues quickly and 
efficiently with less stress. 

Assign a Team Member- (Third-Party Engineering Groups)

If you are a third party engineer struggling to get training, PCKs, and other AIAT info, I under-
stand your pain all too well. Generally you are working on your own or are part of a small 
company. In either case, you run a tight ship and you and your team members are very busy. 
So, who has the time to pursue these resources? If at all possible you should have one person 
dedicated to helping your company with this. This allows your engineers to concentrate on their 
areas of expertise, not the hold music of an OEM call center. In the meantime, the assigned 
team member can go to bat for them and acquire the resources they need. In our experience, 
having the same person call each time a PCK is needed builds rapport and can lead to valuable 
contacts at OEM help desks.

Managing Your Relationship with the OEM
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Summary



As this ebook draws to a close we’d like to leave you all with the following action-item list. If you 
perform all the tasks on this list and follow-up on them, your techs and engineers will be more 

prepared and more likely to succeed in obtaining essential passwords, codes, and keys to access the 
valuable features secured in your medical imaging equipment.

1. File all backup disks, manuals, and phantoms in a safe place (and check periodically 
to make sure they haven’t “wandered off”).

2. Log your equipment and ID numbers (keep a spreadsheet and stick a label right on 
your console).

3. Train your in-house engineers to communicate effectively with tech support.

4. Know what you have the right to ask for per AIAT.

5. Negotiate with the OEM on resources.

If we’ve left anything out of this ebook feel free to contact us for more information on AIAT, communicating 
with your OEMs, or any other imaging issue you’re looking to solve. If we’ve managed to answer all 
your questions, please keep your applause to a minimum. We’d hate for you to disturb the next office 
over.

Need Parts for Repairs?
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MRI
CT
PET/CT
Cath/Angio
X-ray

Same day shipping for new, used, and refurbished 
parts. ISO 9001:2008 Certified Company.

877-621-2887

C-Arm
R/F
Rad
Mammo
Bone Density

Part Request Form >>

See more service tips and resources    
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