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‘Siemens PLM Software — WayneMahan,l Solid Edge GTAC

GTAC Customer Support...
It’s More than just a Call
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About myself

Wayne Mahan

Application Engineer, GTAC Solid
Edge

Siemens PLM Software

wayne.mahan@siemens.com

ettt

| am a GTAC Application Engineer with a total of over
40-years’ experience in engineering design & CAD. |
spent 17-years in the mechanical design, drafting, and
CAD administration fields, prior to joining Intergraph
Corporation in 1991, now Siemens PLM

Software. Over the past 24-years | have divided my
time with Solid Edge classroom training, assisting in the
planning and implementation of the Solid Edge Sheet
Metal and Draft environments, initial implementation of
the Solid Edge Reseller program, and the past several
years providing customer support with the Solid Edge
GTAC team. | am located in the Siemens PLM office,
Huntsville, AL.
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The GTAC Solid Edge & Data Management Team

Fred White — Manager (Solid Edge)

A“‘"
R ‘w

Ken Wilson — Manager (Data Mgt.)

'

- - =~ Solid Edge Data Management

| T Marcelo Martins Rene Ramirez (& SE)
John Briscoe Tim Swann
; Jeff Anderson James Biffle
r Wayne Mahan Todd Henry

STEIETETESIEY

Joseph Malone
Andy Brezinski
Jeff Wade
Woody Wilson
Kash Rangan
Paul Ford

Jim Dezotell
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About this session

GTAC - Global Technical Access
Center

This session is to introduce GTAC
Customer Support and the specifics
required for logging your problems
through the use of GTAC, specific to
Solid Edge

Restricted © Siemens AG 2015
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What's available to you, when
needing assistance with the use of
Solid Edge

Contacting GTAC through the Web
Logging your issue using WebIR

Uploading a Test Case

What happens once you’ve logged
your issue?

What's an IR, ER, and PR?

Using Solution Center

Questions

Restricted © Siemens AG 2015
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Choices...choices...choices...YOU decide!

e
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e
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Having an Issue with Solid Edge?

Review Solid Edge HELP
Ask a peer, or call a friend who uses Solid Edge
Review Solution Center (website) requires a Webkey login
Search for similar issues previously logged that may provide a solution
Determine urgency of issue (what can | do next?)
Call your Solid Edge Partner
If you don’t know them, get to know them
Many can provide support
May require a test case to illustrate your problem
Call GTAC @ 1 800 955 0000 (requires active Maintenance Contract)
Options: 2.2.1 Solid Edge / 2.2.3 Installation & Licensing Issues
You'll be asked to provide your Sold To Identification number
May require a test case to illustrate your problem (website available to
upload to GTAC)
We have the ability to screen share
Log the issue through QTAC/Web IR

Page 7 2015-XX-XX Siemens PLM Software
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Contacting GTAC through the Web

From the Solid Edge start page, or using the direct web link

Solid Edge ST8

DESIGN BETTER.

? Learn Solid Edge

Open Create Recent Documents
> ANSI Inch Part

ANSI Inch Sheet Metal

ANSI Inch Assembly [ Asm10.asm!Complete

ANSI Inch Weldment

ANSI Inch Draft 1096295.asm

ansi inch draft - Copy_dft

Choose a learning path
208531 HPU Tank Assembly.asm e

HPU Tank_reservoir top.par

testGreg.asm

cnmmuni‘ty HPU Tank_reservoir body.par
—l ‘ 5 u p p 0 rt Edit List... Right-click a document for options.

Links

» Solid Edge Home Page

b Solid Edge components catalog (powered by Cadenas)
b Solid Edge components catalog (powered by TraceParts)

Restricted © Siemens AG 2015
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GTAC Website (direct link)

o http://www.siemens.com/qgtac/

SIEMENS

» 4% siemens PLM Software b Site Explorer

> Home > Training & Support > GTAC

Explore GTAC
and discover your solution

'+ Contact Suppo

> GTAC Operating Hours and Phone Menu
> GTAC Country Websites

> Contact COMOS

> 1BS Support

» XHQ Support

=== |, Create or Update an IR

=
> Solution Center

> t and

> License Management _
|5 Download and Upload Files
;> WebKey Management

|y Featured Services i
> _Siemens PLM Community |

Certifi

Global Technical Access Center
(GTAC)

Responsive and Specialized Support

» Contact

GTAC Operating Hours and Phone Menu
Global Technical Access Center operating hours are:

Monday - Friday, 5 AM - 5 PM Pacific Time (US) or
normal business hours in your country.

Call 1 800 955-0000 or +1 714 952-5444 in North
America.

To see the list of telephone support options, select
GTAC Operating Hours and Phone Menu and refer to
the Additional Resources. These are very helpful guides
for selecting the options and properiy directing your call.

To find the local support number for your country, refer
to the GTAC Global Support Telephone Numbers
resource.

Search

Restricted © Siemens AG 2015
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Login to Website, using your Webkey login

£\

WebKey Login

Welcome to the webkey login! The application you tried to access requires your authentication. By using the login method below your
access to the retrieved application - and to other applications protected by webkey - will be granted. (So called "Single Sign-On")

) \WebKey Usemame: | | 0“

m—p  WebKey Password: | | @ sionin

Forgot your Webkey User Name / Password / or Change Password

New Users

If you don't have a WebKey, you may register for one.

If you are a new webkey user and need to activate your webkey key please follow thi ~

Problems
Please note that your WebKey ID and password are case sensitive!

If you are having problems, please contact us.

This service complies with the specifications and guidelines of Siemens Corporate Information Technology.

© Siemens PLM 2014 - Corporate Information | Privacy Policy | Terms of Use

Restricted © Siemens AG 2015
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To create a Webkey Iogln you Il need: Webkey Access Code & Sold Told

About Solid Edge

{
I ﬁanqsnzdm

Solid Edge. - oo ] |flge?Start Here
Design better. é‘;’:ﬂ“sﬁe"lﬁ"ﬁx i = earning path
ser interface

a Edge Help
m ﬁmsh workflow (PDF)

Solid Edge incorporates portions of:

Simply Mation by Design Simulation Technologies

ACIS Exchange by Spat:al Corporation

Software developed by the Apache Software Foundation (www.apache.org). -

Licensing:
Modules Licensed Fo.. Installed Lo..
Solid Edge Premium nmand, and then press F1

-1 and then click any command.

These modules are licensed to: H
Siemens PLM Software |
Siemens

Embedded Client Guide for Users and

Technical Support Information | tors
— Customer Sold-To ID: .
I; Insight Implementation Guide
I i L
T Siemens. 2015 Siemens. Al ignts reserved. Lmiatns lo U5, Govsmment  SP Implementation Guide
ngnts. [\lpu;nz] yfummmwwanrum rusmqhunum.;e Irmnﬂ\pﬂnﬂmm | . i )
omputer sofwars quallty a5 Ttems (25 that lenm Js detned In FAR 2101, n-z.twe auglication or sisckeur= by (IIINQ with Solid Edge
mau_s I8 SUDJECT 10 the P o 35 St 1IN In e SlEMens COMMENCial ICense for e SOMwWSre anaior : )
mmnFm|21|zmanwspmmumm)mmnﬂnsmm{a}mm
mnna-:mm Do ol - any succassar or smilar requistion, 38 SppiiCsbie of 5 BMendad from time to time. [T this

=ofware mmr-,..-,q-_ !rame.m ey mmmaﬂ!
Erovides Wi restrictive rghiz, and hei use, duplioation or disclosure Dy the I 1o the
mmmrmﬂmm?mszmumumm)mafmmmqmwmmmmumum
07 D2tence), of any SUGCEESOr OF SIMiiar f2quISHoN, 35 SPRICDE Of 35 Smendzd

trademarks of Siemens.

al Access Center is your focal point for software support. For

Symptom Solution database.
_;J omer forums.
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Fill out this form, then SAVE!
*  Follow template in the Problem Text Box, be as detailed as possible

& WAYNE MAHAN > Log out

SIEMENS

QTAC

Create new cail 7

Soid-to ID* = SIEMENS PRODUCT LIFECYCLE e i eSS

Contact Name * | MAHAN, WAYIEE

[3] Add New Contact
ShotDescipbien” |
10 characters m and 80
Product ‘ v Platiorm* | v
Application * | I~ Operating System* | ~
Release” | [v] OS Version *
Problem text *

Enter the detailed description of your problem (20 character mimmum)
Customer \ | Other External R
Additional Email Addresses |
Separate muliiple entries with a comma

— B

Restricted © Siemens AG 2015
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Logging an Issue through WebIR

When filling out the Problem text box in the WebIR form note...
The more information and detail you provide, the better GTAC can interpret
your issue, be clear and concise
Remember, we have not seen your problem and we hear about many
throughout the day, so we need to be able to reproduce what you are
encountering to help you resolve the issue

T T ] i PEfaimg Sysie W

Helggss ™

b 1S Warson "

Be clear and concise in this space, use template

Page 13 2015-XX-XX Siemens PLM Software
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After saving this window will appear for uploading test case file (if available)

& WAYNE MAHAN > Logoul

SIEMENS

IR# 7319681 X

Create new call

s “*%9 Thank you for using QTAC!
St .;"ﬁ.f‘.‘.”:,f"c‘m. Your call log reference number is 7519681,
Please refer to this number when requesting support assistance.

Short Description *
Proues” [ Upload A
- File
Release *
Problem et UPLOAD YOUR FILES NOW TO OUR SECURE SERVER
https://download.industryscftware. automation.siemens.com/upload.php | <=
Enter the detailed des|
Customer Refarence When calling GTAC during the regular business hours, please allow our system time to assign this
e |m call to a GTAC representative.

Restricted © Siemens AG 2015
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Zip the test case contents, name the file with the IR number (1234567 .zip)

IR# 7319681

Thank you fol
Your call log
Flease refer i

UPLOAD YO

https://downilg

When calling
call to a GTA

SIEMENS

GTAC

Transforming the process of innovation

Siemens FLIM S Are P Site Explorer Contact

» Home 3 Training & Support » GTAC » Siemens PLM Download Server » upload.php

Help Upload Tutorial

Specify filename to upload: | Browse | e
Select where you want to store the file: |/glac (for IR datato GTAC) ||

Please note: when uploading to /gtac, the filename must begin with the 7 digit Incident Report (IR) number:
example "1234567.zip".

Please note:

* Archive/Compressed files uploaded to /gtac must be in ZP, 72, Z, GZ, BZ2, or TAR format.

* [f you are on Microsoft Windows System uploading compressed files that contain files with non-English characters in the file name, please be aware that there is a known file
name encoding issue with Microsoft Compressed Folders feature. Please consider using a third party tool that supports Unicode file name ding, such as 7-zip, to compress the
files.

ou will need to enable popups from thiz gerver for the progrezs meter to display.

This upload page may not work correctly if you are uploading a file in which the directory name has non-English characters in it. Please move the file to the top-level of your drive and upload it from there,
There is a 2GB file upload limit,

Password protected files are not supported.

Restricted © Siemens AG 2015
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You will receive an email acknowledging you submitted and IR to GTAC

SIEMENS

—p Track this issue online at
http://webtac.industrysoftware.automation.siemens.com/agtac/index.php5?call id=7519681

You can also contact GTAC during their regular business hours directly at their dedicated
local phone number.

Find the number matching your country
Please refer to IR number 7519681 when requesting support assistance.

Mote: please allow our system time to assign this call to a GTAC representative before calling.

IR#7519681 Opened on 30-Sep-2015
Test Log for WebIR

Restricted © Siemens AG 2015
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Logging an Issue through WebIR

Why log through WebIR?
Requesting an Enhancement Request, minor software issue
Can log issue during off hours for GTAC
Hours 7 AM to 7 PM CST
More convenient for you than calling
You provide the documented problem description, time to think through the
level of detail and background provided
Gives the Support Engineer an opportunity to research and collect details
before calling back

What if | don’t log through WebIR, contact my Partner, or GTAC
You may have detected an issue in the software, not yet found by anyone
else
This means you, or someone else could encounter the problem again and
again, forcing you to work around the problem each time
By notifying GTAC, it is likely the problem will be repaired in a future release
or maintenance pack and working around the problem will cease to exist

Page 17 2015-XX-XX Siemens PLM Software
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Logging an Issue through WebIR

What does GTAC do once issue is logged?

IR is assigned to a GTAC coordinator

Coordinator will contact you by phone, email, or both

Through the call we determine the following...
Is the issue an issue we can provide immediate help with over the phone
Will the issue or question require technical research before providing a
solution or answer before getting back to you?
Convert to an ER (Enhancement Request)
Convert to a PR (Problem Report)
If converted to an ER/PR you will receive a resolution letter via email when
the ER/PR is implemented, or resolved

Page 18 2015-XX-XX Siemens PLM Software



SIEMENS

Logging an Issue through WebIR

Logged Call or WebIR always begins as and IR...
IR (Incident Report)

An initial call or WebIR always remains an IR unless converted to an ER,
or PR, depending on the issue being logged
If the GTAC analyst can resolve the problem for the customer the IR is
closed as is
The means resolving the issue may simply be a result of discussing the
steps for resolving the issue over the phone
Can be resolved with a call and using an AppShare session where the
analyst and customer share each others desktops
Perhaps a little of all the above
If the GTAC Support Engineer can resolve the problem or answer the
question the IR will be set to a resolved status and you will receive an
email summary
If additional feedback or detail is required you can call back on the existing
IR using Option 3 and providing the IR number involving that issue
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Logging an Issue through WebIR

Logged Call or WebIR always begins as and IR, but may be...

Page 20

Converted to an ER (Enhancement Request)

Once determined that the initial IR cannot be resolved and that the issue
at hand is a software restriction, limitation, or shortcoming of some kind,
the IR is converted to an Enhancement Request, or ER.

An ER is sent to the Solid Edge Product Planning team, to determine
whether the request can be implemented into the Solid Edge product to
appear in a later release TBD.

ER implementation is almost always included in a new version release and
seldom in a maintenance pack release

How quickly these enhancements appear in the software, if possible, is
often be determined by current software architecture, or available
technology

2015-XX-XX Siemens PLM Software
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Logging an Issue through WebIR

Logged Call or WebIR always begins as and IR, but may be...

Page 21

Converted to a PR (Problem Report)

Once determined that the IR requires a programmatic change due to the
software not functioning correctly, or as it is designed, the IR is converted
to a Problem Report (PR)

A PR is sent to the Solid Edge Development team, to determine what and
why the software is not performing properly, in the area flagged by the PR.
All PR’s are kept until resolved and implemented in either a maintenance
pack, or new version. Either way you will be informed via a customer
resolution letter

How quickly these fixes appear in the software, if possible, can often be
determined by current software architecture, or available technology

Be aware that a test case is often required from the customer that can be
replicated by GTAC and the developer assigned the PR.

Please note, it is difficult to repair a problem, we cannot replicate

2015-XX-XX Siemens PLM Software
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Have an Issue? “Solution Center” may help!
* Accessed through your Webkey login
- Want to know if the issue has been logged before? What was the solution?
This is where you can look to Solution Center, before calling or logging a
WeblIR, if you prefer. Just another option from GTAC!

Global Technical Access Center
(GTAC)

Responsive and Specialized Support

» €4¥ Siemens PLM Software b Site Explorer

> Home > Training & Support » GTAC

Explore GTAC GTAC Operating Hours and Phone Menu
and discover your solution
Global Technical Access Center operating hours are:
'+ Contact Support

> GTAC Operating Hours and Phone Menu Monday - Friday, 5 AM - 5 PM Pacific Time (US) or

> GTAC Country Websites normal business hours in your country.

> Contact COMOS .

3 IBS Support Call 1800 955.0000 or +1 714 952-5444 in North

> XHQ Support Amence,
> Create or Update an IR To see the list of telephone support options, select
B - GTAC Operating Hours and Phone Menu and refer to

»'smuﬁon Center the Additional Resources. These are very helpful guides

I> z for selecting the options and properly directing your call.

Tt Software,

L2 ;Li uenise’ 7' n 7gemen! = V To find the local support number for your country, refer
j2.Download and Upload Filos i to the GTAC Global Support Telephone Numbers

> WebKey Management

| Lt AT aree resource.

|»_Featured Services

|> _Siemens PLM Community

Restricted © Siemens AG 2015
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How to Search in Solution Center
- Key-in “keyword(s)” to search for your related issue, click SEARCH
- When searching for multiple words, all the words you specified will be used in
the search EXCEPT common words, such as "a", "and", "the", "of", etc unless

you enclose them in double quotes ™.

gl SIEMENS

Solution Center

Transforming the process of innovation

Siermnens PLM Software

> Home » Training & Support » GTAC > Solution Center

Solution Center Getting Started Tutorial
| || search ||| Advanced Search

Restricted © Siemens AG 2015
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How to Search in Solution Center
* Results

Solution Center

Transforming the process of innovation

» Home > Training & Supportt » GTAC » Solution Center .
Search Button / Advanced Search Option
Key Solution Center Getting Started Tutorial (More Key Word Options)
——>| [Draft and Hole Table || seawh || vy search History | Basic Search | Advanced Search
Words
1-20 OF 530 Result(s) 0.1080s Sortby: [Newest [¥] | Perpage: [0 [v] |TNewTabivindow [w] A A A
Filter > [ Hide all oreview <1 <11121314151612 1212211 0f32Page(s)
¥ Document Type firy Attach Dimension Causes Hole Table Origin to not relocate correctly [] )} Search Tips
.W 2&:5 Cc):[t—;ﬁ ;:?&5[) | gmmem Type: problem report | Document ID: 7512158
; uct(s): _EDGI
?::?rmn 75 Data Case Checked-in PRDT: Yes ———--—— Modeling Mode: NA —-—-——— Description: Attach
] eport (278) 7 5 e !
S (20 Dimension Causes Hole Table Crigin to not relocate correctly Steps To Reproduce: ———————— - Open 06200762 » w
s 1.dft - Select the Attach Dimension Command - Select » Inauire the Staus of an Issue
* Product
all(3) fith wrong format Code in Callout properties in German version only. []
nx (170} Date: Sep-16-2015 | Document Type: problem report | Document ID: 7504186 ; :
Siemens PLM Community
Im 1 Product(s): SOLID_EDGE » Siemens PLM Communi
se (23) “ersion of SE with German regional seftings (ie. a"," as delimiter instead of 2" }. 1) open the Draft 2) select the
solid 413 Callout and edit the proerties —> you will see, that the callout contains the variables No_holes and Masse from the Part Software Download
Ic_engingering (1 i.e. Number of holes and Mass from Part Variable Table
ua (5 p  Files Download
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Thank you...Questions?

Wayne Mahan

Application Engineer, GTAC Solid
Edge

Siemens PLM Sofware

wayne.mahan@siemens.com

*Visit the GTAC booth here at SEU

Realize innovation
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