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1. INTRODUCTION

TEAM Engineering is pleased to announce our Helpdesk User Guide.
The purpose of the User Guide is to show how the On-Line Helpdesk can
be used to enhance the support service already supplied by TEAM
Engineering.

The User Guide explains and details many functions; from simple call
logging through to creating new password requests. Users can
interrogate the existing Helpdesk knowledge base to identify similar
Issues and assist in determining solutions, streamlining the overall
Support process.

We have also included a link to Siemens worldwide support system
called GTAC and details on how to access GTAC using a webkey. In
addition, you can find detail on how to use GTAC to help you find
information that may help with any problems you may have. The GTAC
system can also be used to find and download software updates as well
as hardware specifications.
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2. LOGGING INTO THE TEAM ENGINEERING HELPDESK

Navigate to www.team-eng.com

Click on the Client Support Loginl ¢ o n é

L ZY 1) 08456 442882

ﬁ About Team Services Products Training Case Studies Contact Team

NX

Explore NX and discover your solution

NX Design Masterclass
Register here »

The TEAM Diffel'ence NX Design Freedom & Reuse Masterclass

AT TEAM Engineering, we take pride in our approach to customer Service and Support. As a group of Regetaniiors. =

experienced engineers, exclusively focused on Siemens software, we really are committed to supporting you in
the best way we know — as a TEAM. Our Customers really do come first.

NX CAE Masterclass

Register here »

NX Administration Masterclass

Founded in 1997, TEAM Engineering are now the longest established reseller for Siemens PLM Software in the Register here »

UK. With offices in Huntingdon and Shotts, we are geographically well placed to support our growing and

diverse customer base. Our technical center is hosted at our Huntingdon Office from here we can manage and Siig PLM >
track your support calls. All our customers have secure online access to view our call status and access our

howiadge base. pawers
Sume NAFEMS

The TEAM Difference? is the people we employ within the Company. Our engineering team come with many 7

kg : e : N
years of invaluable industry experience. Coupled with this is our long track record with both the software and e# <) % member
our i to supporting our many who design using Siemens PLM technology. We like to Aavaaa ™E NG

think we have all the answers, but in fact, we listen first: then we work together - as a TEAM.
Solution Partner

Steven Kane,

TEAM Engineering PLM SIEMENS

Certified Migration Partner

I-deas to NX SIEMENS

® Team Engineering | Site Map

Enter your Customer I D and Passwo

Customer Login

* Customer ID

* Password
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2.1 Requesting a Password for the Helpdesk

If you have forgotten or lost your Helpdesk passwords (or wish to
change to a new password) send an e-mail with your Site ID to
helpdesk@team-eng.com We can change your password or let you
know what the existing password is.

If you are in maintenance, you will see the following Customer Call
and Password Manager Form displayed.

List Calls Passwords
Current Open Calls=0/4
Login|Qpen a Call Iﬁ Current Closed Calls =3/4 UGS GTAC ? I—LI Logoff
Select Option Current Other Calls = 0 / 4 Select Option
Knowledge DataBase Search:l ® or O anp Search I
Wel to Team Engi ing Helpdesk Support System
Customer 1D | 33901 Company Name | Team Engineering
Main Contact | 00375 Telephone | 01506 498190
Glass Cube,
Wyman Gordon Complex
Houstoun Road
Address | Livingston
West Lothian
Scotland
EH54 5BZ
Copyright © 2009 TEAM Engineering Ltd. All rights reserved.
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2.2

Reviewing Your Current Maintenance Status

If you are within 30 days of your ME&S expiry you will see:

List Calls Passwords
Current Open Calls=0/4
Login|Open a Call lﬁ Current Closed Calls =3 /4 UGS GTAC ? lﬁ Logoff
Select Option Current Other Calls = 0 / 4 Select Option
Knowledge DataBase Searchil ® op " aAnp  Search I
Welcome to Team Engineering Helpdesk Support System
You currently have only 4 days of ME&S cover left on this site id.
In 4 days time, you will not be able to access the Helpdesk Facility.
To ensure undisrupted access, please ensure that your ME&S renewal reaches us in the next 4 days.
Iany thanks, the Helpdesk Team
Customer ID | 33901 Company Name | Team Engineering
Main Contact | 00375 Telephone | 01506 493190
Glass Cube,
Wyman Gordon Complex
Houstoun Road
Address | Livingston
West Lathian
Scotland
EH54 5BZ
ME&S expires | 16-January-2005
P .
I f youdbre ME&S has expired you

List Calls

Select Option

Current Open Calls =0/4
Current Closed Calls =3 /4
Current Other Calls =0/4

Login|Open a Call

Knowledge DataBase Search:l @® or " AND Search I

Passwords

Select Option -

UGS GTAC ? Logoff

Customner 1D | 33901

Welcome to Team Engineering Helpdesk Support System

Company MName | Team Engineering

Main Contact | 00375

Telephone

01506 498190

Glass Cube,

Wyman Gordon Complex
Houstoun Road

Address | Livingston

West Lothian

Scotland

EH54 5BZ

ME&S expires | 16-January-2004

Unfortunately you will be unable to log new calls if you are not in

current ME&S.
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3. SEARCHING THE KNOWLEDGE BASE

3.1  Simple Search

Fill i n the knowl edge Database

Below is a knowledge search for DISABLE

List Calls

Login| Open a Call lm

Passwords

Current Open Calls =0/4
Current Closed Calls =3/4

UGS GTAC ? Logoff

Select Option

® or C AND Searchl

nowledge DataBase Search: IU\SGD|9|

Welcome to Team Uppo
Customer 1D | 33901 Company Name | Team Engineering
Main Contact | 00375 Telephone | 01506 498190
Glass Cube,

Wyman Gordon Complex
Houstoun Road

Address | Livingston

West Lothian

Scotland

EHA4 5BZ

ME&S expires | 16-August-2005

The search finds 2 calls which can be viewed

List Calls Passwords
Current Open Calls =0/4
|Login| Open a Call lﬁ Current Closed Calls =3 /4 UGS GTAC ? lﬁ Logoff
Select Option Current Other Calls =0/ 4 Select Optlon

Knowledge DataBase Searchtl ® or O AND Searchl

2 matches found. - Keyword(s): disable

Knowledge o

Displaying page 1 out of 1

Timestamp - 08th Jan 2004 13:01-30 On Updated at : 08th Jan 2004 13:02:22 The issue is related to mouse driver properties. | would

h investigate the settings under the control panel - mouse and see if anything improves the

ideas 10 the mouse movement is very slow. } - ) o .
000830 Have vou any sugoestions as ta why and performance. Some mouse suppliers provide their own management utilities and again ther may be
IR/ER/PR # = v Y Sugg y something in this that would effect the performance. The client investigated above and found that

how it can be improved. Updated at - 08th - :

. ther was a game acceleration option that effected the performance once it was disabled then the
Jan 2004 13:02:22
mouse behaved as expected. Regards Helpdesk

Timestamp - 16th Jan 2004 9:54:31 Is there | Updated at - 16th Jan 2004 9:54:51 Ideas does NOT save automatically when you delete parts from

a way of preventing an auto save as soon as | the manage bins form. However, it will do if you check in or check out library data then with the
000849 you have deleted an item out the bin? If you |manage bins form still open delete parts, then on exiting the form ideas saves. This is because by
|IR/EER/PR #=|delete an item in error, you have effectively | default ideas saves when it interacts with the library. But it only does so once any forms are

lost it as a save takes place. Updated at: | dismissed. You can edit the following line in the ideas_param10 file to disable the save on check

16th Jan 2004 9:54:51 infout. The line should read as follows:- Team RequireAutoSavelibTx: 0 Regards Helpdesk
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3.2 Refined Search using AND / OR

Below is a knowledge search f

List Calls
Login| Open a Call IWI

Knowledge DataBase Search: Imsable mouse

Passwords

Select Option - Logoff
T OR & AND Searchl

Current Open Calls=0/4
Current Closed Calls =3/4
Current Oibaals i

UGS GTAC ?

2 matches found. - Keyword(s): disable

Displaying page 1 out of 1

Knowledge P, -

Updated at - 08th Jan 2004 13:02:22 The issue Is related to mouse driver properties. | would
investigate the settings under the control panel - mouse and see if anything improves the
performance. Some mouse suppliers provide their own management utilities and again ther may be

Timestamp : 08th Jan 2004 13:01:30 On
000830 ideas 10 the mouse movement is very slow.
Have you any suggestions as to why and

IRIER/PR # = how it can be impreved. Updated at - 08th something in this that would effect the performance. The client investigated above and found that
e : : ther was a game acceleration option that effected the performance once it was disabled then the
Jan 2004 13:02:22
mouse behaved as expected. Regards Helpdesk
Timestamp : 16th Jan 2004 9:54:31 |5 there | Updated at - 16th Jan 2004 9:54:51 Ideas does NOT save automatically when you delete parts from
away of preventing an auto save as soon as | the manage bins form. However, it will do |if you check in or check out library data then with the
000849 you have delsted an item out the bin? If you | manage bins form still open delete parts, then on exiting the form ideas saves. This is because by
IRIER/PR # = | delete an ttem in error, you have effectively | default ideas saves when it interacts with the library. But it only does so once any forms are
lost it as 2 save takes place. Updated at © | dismissed. You can edit the following line in the ideas_param10 file to disable the save on check
16th Jan 2004 9:54:51 infout. The line should read as follows:- Team RequireAutoSavelibTx: 0 Regards Helpdesk

This time the search will only return 1 call that will satisfy the
enter ed criteri ae

List Calls
Current Open Calls=0/4
gin| Open a Call lﬁ Current Closed Calls =3 /4 UGS GTAC ?
Select Optian Current Other Calls =0/4

Knowledge DataBase Search:l ® or © AND Searchl

Passwords

Select Option -] Logoff

1 match found. - Keyword(s): disable mouse

Displaying page 1 out of 1

Knowledge Descr Solution
Base No.

Updated at - 08th Jan 2004 13:02:22 The issue is related to mouse driver properties. | would
investigate the settings under the control panel - mouse and see if anything improves the
Hav vou any sugaestions 2 to why and performance. Some mouse suppliers provide their own management utilities and again ther may be
IR/ER/PR # = Y ¥ sugg y something in this that would effect the performance. The client investigated above and found that
how it can be improved. Updated at - 08th ; -
e ther was a game acceleration option that effected the performance once it was disabled then the
Jan 2004 13:02:22
mouse behaved as expected. Regards Helpdesk

Timestamp : 08th Jan 2004 13:01:30 On
000830 ideas 10 the mouse movement is very slow.

or
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4. GTAC
4.1 What is GTAC?

GTAC is the Global Technical Access Centre for Siemens worldwide.
GTAC also provides both your application and operating systems
software support through electronic access.

Explore GTAC
and discover your solution
Technical Access Center is your focal point for post sale
Call Management software support. The center provides both your
application and operating systems software support
through telephone and electronic access

> Report an Issue

> Inquire the Status of an lssue

License Management
Symptom/Solution Information Query
Download & Upload Files
Documentation

WebKey Management

Featured Services

Hardware and Software Certification
Siemens PLM Forums

Contact GTAC
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4.2 Requesting a Siemens WebKey

Ifyoudonot have a webkey, click on

Explore GTAC

and discover your solution
Technical Access Center is your focal point for post sale

Call Management software support. The center provides both your
application and operating systems software support
through telephone and electronic access

> Report an Issue

> Inquire the Status of an lssue

License Management
Symptom/Solution Information Query
Download & Upload Files

WebKey Management
- SO ServiCeES

Hardware and Software Certification

Siemens PLM Forums
Contact GTAC

Click o6Create account
WebKey Registration

[www WebKey Account Request Help FAQ

(@)}

Your WebKey Account is your personal, single point of authentication that will allow you to access product information and
associated support tools located at: http/fwww ugs com/.

To request a WebKey account you need to provide us: Your customer information, plus your name, phone number and e-mail
address.

If there are any further questions regarding WebKey Accounts, customers in the United States and Canada may call 714-952-
5444 or 800-955-0000 and select option 2,6. A representative from the GTAC organization will be available to assist you.
Customers outside the United States and Canada should contact their local support office.

Please click on the appropriate button below to request a WebKey account, to change a WebKey account password, or to update
the WebKey account information.

Create Account | Change Password | Update Account |

Forgot your password? |

Add a SoldToflnstall |

Once you have clicked on the create account you will be
presented with creation type. Select UGS Standard Webkey
Creation or FEMAP customers select FEMAP.
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[B»ww \NebKey Create Account Help FAQ

Flease selectthe UGS Standard Wehkey Creation link unless you are using a product that is listed under the
Exceptions. This helps us determine which information to request from you in order to create your WebKey account.

Then complete the install number and Lmhostid of the server.
Siemens checks the site id and Imhostid in the SAP system to
ensure that they are correct and in current maintenance.

Then click on Continue

WebKey Registration
wwr WebKey Account Request Help FAQ

Enter your Install Number and LM Host ID and Press the 'Continue’ key to continue.

If you do not know the information needed or are having problemea please consult this document this document.

Install Number: I
LM Host ID: I

Continue | Clearl

If you supply the correct information you will be presented with a
form where you define the following.

Enter a User Name that will identify you while using WebKey
applications.

The User name must be at least 2 characters, and no more than
20 and press the 'Submit' key.

Your password will be generated for you and sent to the email
address you have just entered.
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Please remember this information, so that you will be able to
access Siemens applications in the future.

The Username / Password needs to be entered when requested
by GTAC.

4.3  Simple Searching

Once you are Logged into Search the Siemens Solutions
Database you will be presented with the following.
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UGSolutions Advanced Search

Keyword(s): Search Tips Quick Search

All'Words [i] Anywhere M

IncludeaIIDates[i] Sortby| Date [il 20 [i]ResuIts PerPage | 200 MMaximum

Search Categories: Default All None or click the product label to turn on the defaults for the product.

x|
M x5 g B ez O archive Open [ 2007 api [ s faq
pr Oarchive st faq

Mvzo Oarchive & s faq
pr M st faq
Mnxis 12 NX seies [ archive

A st faq [ Techinfo pr [+ st faq

pr [ b faq Mvzo07 Mvzoos Mvs [ archive
Femap W s Mfag

pr M st faq

Unigraphics Archive pr sib ¥ fag
[ archive stb [ag TC Requirements | System Engineering

Other Products Click here for details Mpr s Fiag
pr # sib faq TC Sourcing

pr faq

Mewsletter Articles Olbbs Tecnomatix | E-factory Click here for details

pr M s faq

To search a product for a key word or words within the database
simply select the product or product version. As shown below.

M nxs [ nxd [ nxa . Dpen
archive
sfh faq
Copyright © 2009 TEAM Engineering Ltd. All rights reserved.
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The result from a search of the database was as follows:-

>

If you click on the description it then gives further information
about the issue/solution as follows:-
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