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Support Center 
Overview

Siemens Digital Industries Software New Support Portal
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— Completely new and personalized support 
experience

— Provides a unified support experience for all 
Siemens Digital Industries Software (DISW) 
customers 

— Powerful search capabilities, focused on 
relevancy, performance, organization

— Comprehensive self-service capabilities

— Consolidated content from across Siemens 
DISW

— Streamlined and persistent support case process 

— An intuitive, mobile first design

What is Support Center?
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Presenter Notes
Presentation Notes
Support Center is the completely new and personalized support site for all Siemens DI SW products, and will replace the existing GTAC and The Steve Portal support portals.

Its features and benefits are focused on productivity, availability, and ease-of-use to help customers quickly find what they are looking for.

Customers can easily personalize the experience so that all interactions with the site are focused only on the products and versions of most interest to them. 
Troubleshooting is made easy due to powerful search capabilities, results organization, and curated content to help customers quickly self-solve issues. 
Comprehensive self-service resources including an extensive knowledgebase, software downloads, licensing and install tools, documentation, and system admin resources are easily accessed
Information is consolidated from multiple resources, so that training opportunities, industry papers, events and more are readily available.
For more complicated issues, Support Center provides a persistent Support Case submission process.
All of these capabilities are wrapped around an intuitive, mobile first design so it is easy to use – anytime, anywhere, on any device. 
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Support Center Homepage
Support Center offers a personalized Support experience, providing quick access to all the product 
resources customers need to maximize their product investment.
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Open and manage 
Support Cases

On-demand training, 
Communities and Account 
Center to access licensing 

system admin detail, 
notifications

Manage Products
easily

Manage your profile
New powerful search engine

Recently published articles

Latest release and patch 
downloads

Presenter Notes
Presentation Notes
Support Center brings together a customer’s support resources in one convenient location, and is always available for them to easily:

Troubleshoot technical issues;
Download the latest releases and patches;
Access complete documentation resources;
Manage licensing and other System admin information and
Submit and manage their or their organization’s Support Cases

Each of these areas will be explored in greater detail throughout the course.
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Account Center
A centralized location makes it easy to find important resources like license, order, contact, 
site and user information, and more.
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Quick access to license, 
order, and site resources by 

convenient tabs

Common administrative 
“how-to’s” are clearly labeled 

for quick solutions

Personalized account and 
support contact detail

Presenter Notes
Presentation Notes
For system admins and others responsible for license, order, and related information, Support Center’s Account Center conveniently consolidates these resources:

Licenses are accessible by site or host, PoD licenses, and downloadable license reports
Order history information for products, training and e-commerce orders by site or order number
Site and user detail, including registered users at each site, with the option of extending administrative privileges to specific users and invite new users 
Key account contacts, quick access to active training libraries, products under evaluation and more.

Common administrative tasks and key resources are also prominently displayed in tiles for faster access.
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How to Register and 
First Steps
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Easy Registration and Sign In – Web Access Code

What is a Web Access Code (WAC)?
System generated code that is used as a two-factor authentication (Site ID & WAC) to ensure that customers 
are being placed at the proper site.

Is a WAC required?

No – however, if a WAC is provided at the time of registration, the customer will be automatically registered.  
Without a WAC it will take up to one business day to process the registration.

Where can I find the WAC?

WAC is included in the Welcome Email provided to the Main Contact/Site Admin identified at the time of order.  
Please encourage these contacts to forward this email to anyone that would like access to Support Center

‘Invite User’ functionality has been added to Account Center for Site Admins. The invite will include the Site ID 
& WAC combination (details follow).
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Presenter Notes
Presentation Notes
Support Center registration uses a customer’s Site ID and Web Access Code, or WAC. However, not every registrant will know their WAC. 

This section describes the registration use cases where a WAC is known or unknown, and also how another user can be invited to join Support Center.
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Easy Registration and Sign In: New User without Site ID & WAC

1

2

3

Registration 
process requires 
up to one day 

Select the new account tab 

Confirm your account 
request has been verified
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Presenter Notes
Presentation Notes
Registration and login is quick and easy for new users without a Site ID or Web Access Code (WAC).

A customer first submits their account registration request form (#1), then verifies their request through an email they receive (#2). If they do not know their Site ID and Web Access Code (WAC) (#3), they select the product they need support for, and it is then provided to them as part of the registration process after submitting the form. 

Registration processing can take up to a day. 
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Easy Registration and Sign In: New User with Site ID & WAC

Email notification is sent when 
registration process is complete

1

2

3

4Select the new account tab 

Confirm your account 
request has been verified

Complete the remainder of the 
registration process by 
providing the Site ID and WAC
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Presenter Notes
Presentation Notes
Registration and login is quick and easy for who know their Site ID and WAC. 

Once a customer has submitted their account registration request form (#1), they verify their request through an email they receive (#2), confirm they their Site ID and WAC (#3), then complete their registration form (#4).

For those who know their Site ID and WAC, they will receive an email notification once the registration process is complete, typically in just a few minutes.. 
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Easy Registration and Sign In: Invited User

New users at specific sites can be invited by those with 
Administration privileges

1

2

3

An email is provided containing the Site number, WAC, and a 
registration link to Support Center

4

The invited user is brought to the registration 
page where they…

Complete their 
registration

Site info displays here
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Presenter Notes
Presentation Notes
Through Account Center, those with Administration privileges can invite other users at their site to register for Support Center (#1). This makes it easy for others to quickly enjoy the benefits of Support Center. 

An email is provided that the administrator can send to the invited user that contains the Site number and WebKey Access Code, plus a registration link to Support Center(#2). Once the invited user provides some basic log in information (#3), they complete their registration on the resulting form (#4). 
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Easy Registration and Sign In: Existing User

1 2
Existing users are taken immediately to their 
personalized Support Center dashboard after 
logging in with their email and password
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Presenter Notes
Presentation Notes
For existing users, logging in simply requires providing their existing GTAC, Steve Portal, or Mentor log-in credentials to be taken to their Support Center My Products dashboard. There will be no need to re-register.
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Manage Your Products – Important First Step

The Support Center Homepage only displays 
products that are covered by a maintenance 
contract, based on that customer’s SiteID

Easy access from any page

There are multiple ways to easily personalize the 
dashboard to display only the products you are using
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Switch visibility easily

Icons indicate available 
access levels 

Select your version

Presenter Notes
Presentation Notes
A customer’s “My Products” dashboard automatically shows all the products that are covered by a maintenance contract for that site. This information is based on SiteID information that is linked to their Siemens ID. To use Support Center most effectively, a customer can customize this dashboard to show only those products that they are most interested in.

Customizing is done by selecting the Manage Products link on the My Products dashboard, the gear icon for any individual product, or from the Products drop down on any page. The products displayed are only the products they are entitled to receive support on. When new products are licensed, they are automatically added to the list.

Product visibility is easy to switch on/off, and specific versions can also be selected

Resources throughout the entire site are then personalized to their selections.

These same products are also available for selection when opening an Support Case, which will be covered in an upcoming section. 
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Product Center
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Product Center Overview

Helpful resources clearly categorized:

- Getting Started

- Troubleshooting

- Learn & Explore

- Downloads

- Documentation 

- Support Cases

Search only on 

your product’s content
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Downloads

Product-specific 
search

Support cases

Documentation

CommunityVideos and 
Highlights

Presenter Notes
Presentation Notes
Each product tile shown on the My Products dashboard takes the customer to that product’s Product Center when selected. Each Product Center offers a comprehensive selection of helpful resources specific to that product and previously selected version.

NX is the product selected in this example. 

Resource categories include:
Getting Started, provides content dedicated to product on-boarding
Troubleshooting offers the highest rated Knowledge Base content, plus groupings by helpful categories
Learn & Explore gives the customer access to learning related resources for that product

Product personalization extends to Downloads, Documentation, additional Resources, Support Case management, and Notifications

A prominent Search function allows searching to be conducted only on content pertaining to that product.
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Getting Started

Content curated to help 

accelerate product       

on-boarding
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Top-featured 
topics

Knowledgebase
articles

Latest Release

Version 
selection

Presenter Notes
Presentation Notes
To help customers speed their time to productivity, the Getting Started section contains a collection of top rated “how to” Knowledge Base articles and videos. Other top resources are conveniently located. It’s also easy to filter by version, related categories or resource type.
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Learn & Explore

Featured learning-

related resources 

for specific 

products
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Learning 
opportunities

Tutorials

Presenter Notes
Presentation Notes
To further expand their expertise with our products, the Learn & Explore section provides customers with additional resources curated from across siemens.com, including recommended training, events, industry papers, and more. 
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Community

Features most 

recently posted 

discussion topics 
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Ask questions, get 
answers from your 

peers

Presenter Notes
Presentation Notes
To help find answers quickly, the Troubleshooting section provides fast access to resources that address common troubleshooting issues. 
The most helpful content is located front and center, plus there is easy access to additional troubleshooting content.
Content is also available by other categories and related products. Filtering by version is available here, too.
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KnowledgeBase

Search 

product-

specific 

articles 
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Restrict search 
content to 

version

Sort by Resource 
Types, Categories 
and Components

Sort search 
results
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Quick access to the latest versions and updates
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Additional 
download 
resources

Version 
selection

Downloads

Presenter Notes
Presentation Notes
Access to the latest software and update releases is done through the Downloads page. In addition to the software files and installation resources, each version download also provides related downloads and other files, Release Documentation, and System Requirements information. 
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Documentation
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Last updated

Filter by 
category and 

type

Version 
selection

Quick access to the latest versions and updates

Presenter Notes
Presentation Notes
The most up-to-date documentation resources are quickly found in the Documentation section. In addition to selection by version, the most recently updated docs are clearly highlighted. And for greater flexibility, document formats include both HTML and PDF.
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Powerful Search Engine

Global and product-specific search options
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Search all of 
Support Center

Search only 
within product-
specific pages

Presenter Notes
Presentation Notes
To help customers speed their time to productivity, the Getting Started section contains a collection of top rated “how to” Knowledge Base articles and videos. Other top resources are conveniently located. It’s also easy to filter by version, related categories or resource type.
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Focused Results

Search 

results 

focused on 

relevancy, 

performance 

and 

organization
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Global 
Search

Filter options

Results identified by 
content type and 

version

Searches product-
specific resources

Enhanced              
search tips

Categories 
and Resource 

Types

Presenter Notes
Presentation Notes
Support Center’s powerful and prominent search experience is focused on relevancy, performance, and organization. 

There are two options available:

1. Customers can search within a Product Center to find results for that specific product. Results can be filtered by KB article, documentation, or Support Cases, and further refined by version and content type.

Results are also identified by category and content type.

2. A global search is also available which expands across all of the other selected products. 
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Support Cases
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Support Cases for Challenging Issues

Support Cases can be conveniently opened from multiple locations on any Support Center page.
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Access to support case 
management available at the 

top of each page

Presenter Notes
Presentation Notes
While most answers can be found using the many self-serve resources found throughout Support Center, opening a support case can be done conveniently on most pages. 

Customers can find the support case “lifesaver” icon on the right side of each page, the support case drop down at the top of the page for access to multiple support case management resources, or the button at the bottom of the page. 
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Opening a Support Case

Solutions are often found in the first step of opening a Support Case, categorized by resource type

1 2

Possible solutions 
are presented first

To submit as 
Support Case
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Presenter Notes
Presentation Notes
The first step in opening a Support Case is selecting the product and its version, the type of issue, whether general usage, licensing, installation, or error code, and a description of the issue (#1). 

After selecting “Find Solution,” multiple related resources from Support Center, Documentation, or related Support Cases from their organization are shown that may provide a solution (#2).

Often a solution can be found here. If not, they can continue to the Support Case submission process. 
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Completing the Support Case – Issue Details

Support case form allows for 

comprehensive detail to be 

provided to help reach a faster 

resolution 
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Title and 
description

Drag-and-drop 
file add

Presenter Notes
Presentation Notes
Completing the remainder of the support case is straight-forward, including:
Confirming site and environment details
File attachments by drag and drop to help the Support Engineer better understand the issue, such as design data, command sequences or log files

The customer is also given the opportunity to review related support cases from their organization.
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Confirming the Support Case

Once the support case is 

submitted, “watchers” can be 

manually added. 

Watchers will receive an email 

notice each time there is 

activity on the case.

Individual users from your 

Customer can be added as a 

watcher.
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Add watchers

Presenter Notes
Presentation Notes
Once submitted, a confirmation of the Support Case is provided, along with another opportunity to review other resources that might help address the issue quicker. “Email watchers” can also be added. They will also receive updates on the support case along with the original submitter.
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Managing Support Cases

The support cases 

home page provides  

an overall view of  

your support cases 
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My Support 
Cases

Access complete 
Support Case history

Flexible Support 
Case search

My 
Organization’s 
Support Cases

Presenter Notes
Presentation Notes
An overall view of a customer’s, and their organization’s, support cases is available through a centralized page helping to manage reported issues. 
 
A complete support case history can be reviewed with one-click access…
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Support Case History

Thorough detail allows for immediate review or more detailed offline analysis
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Export in 
multiple formats 

Adjustable look back 
timeframes and filtering 

options

Important Case 
information clearly 

visible

Presenter Notes
Presentation Notes
The support case history offers flexible options for quick review including date adjustment, multiple filtering options, who opened, priority, status, and more. 

For more detailed offline analysis, the history can also be exported in multiple formats.
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Staying Informed About Support Cases

Multiple options provide flexibility for staying up-to-date on support cases
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Presenter Notes
Presentation Notes
Customers are in control of how they want to be notified about support cases. Through their Profile page, they can select from options based on case status change and frequency. 
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Account Center
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Account Center

Centralized location for essential administrative resources to easily manage licenses, orders, sites, users, 

trials and more
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Presenter Notes
Presentation Notes
Administrative information is centralized in an individual’s Account Center where the tabbed layout provides quick access to essential resources:
Training subscription information
Products under trial
Licenses can be viewed and downloaded, plus flexible report options
Product order history
Site and user information along with detail on Products covered by current Support agreements for each site 
Account contacts
Notifications
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Account Center 

Comprehensive licensing information
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Presenter Notes
Presentation Notes
Comprehensive licensing information with flexible report options are available, including licenses by site and host, Power on Demand licenses (if applicable), and licensing reports with exportable detail.
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Account Center

Complete order history
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Expanded view to access 
detail of specific orders

Orders by site

Presenter Notes
Presentation Notes
Complete order history is available by site. 
Individual order detail provides part numbers, host/server ID, access to auth codes and a download link.
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Account Center

Account and Support contact information

Account and support 

contact details that are 

personalized to your 

product(s) preferences, site, 

and region
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Account Center

Flexible site and user management
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Orders by site

Site 
administrators

Users listed 
individually

Access to 
managing users

Presenter Notes
Presentation Notes
Access to site and user detail enables system admins to see at a glance the number of users registered by each site, plus…
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Account Center

User management helps gather 

insight on Support Center use 

and extend invitations to 

others to register for Support 

Center
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Indicates last login 
and site number

Invite new          
users

Assign access 
levels

Presenter Notes
Presentation Notes
… the ability to review some of their Support Center activity and activate/deactivate access levels. Administrators can also invite new users and streamline their registration to Support Center. 
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Summary

Customers have quick, personalized 

access to all the resources needed to 

maximize their product investment:

- Troubleshoot technical issues 

- Download latest releases

- Manage licensing

- Access comprehensive system   

administration resources

- Submit and manage support 

cases
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Presenter Notes
Presentation Notes
Support Center is a powerful, easy to use support website that provides Siemens DI SW customers with a completely personalized and comprehensive support experience. 

Customers have quick, complete access to all the resources needed to maximize their product investment
Troubleshoot technical issues 
Download latest releases
Manage licensing
Access system administration information
Submit and manage Support Cases
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