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Quick Start Guide and Handbook

The goal of the SOLIDWORKS® Technical Support team is to provide high-quality technical responses to resellers’
inquiries in a timely and consistent manner. The SOLIDWORKS Siebel Call Center (Siebel CC) is an internal application
used to track and modify requests for service and to better facilitate customer interaction. For SOLIDWORKS Technical
Support Engineers (TSESs), this is where you will process and document all Service Requests (SRs).

In this Quick Start Guide, you will go through an example workflow of handling a very simple and straightforward Service
Request (SR). This will serve as an introduction to the SOLIDWORKS Siebel Call Center, its User Interface (Ul), and how
to process a very simple case.

Note: As a SOLIDWORKS TSE, you will handle a variety of cases with different levels of technical and communication
complexity. Later chapters of this Siebel CC guide will cover other considerations you will need to be aware of when
solving these more complex cases. Most of the essential information, technical tips, resources and procedures you will
need to effectively use Siebel are here in this guide. So this guide is also a Handbook for you to use in resolving our
customers requests.

In this guide, the Siebel Call Center Ul top tabs (Screen Tabs) are referred to simply as “tabs”, and the tabs within the
SRs (View Tabs) are referred to as “subtabs”.
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1.1. Siebel Login

The SOLIDWORKS Siebel Call Center is for internal access by Dassault Systemes (DS) employees only. To access
Siebel, you must be connected to the internal DS network, either by connecting to the internal DS network in-office, or
using the VPN if working remotely. Access Siebel through the following URL: https://swsiebel.solidworks.com/

& c Q_ https://swsiebel solidworks.com/ T L INnD =

&+ Most Visited @ Getting Started |4 Zoho @ Siebel PROD @ Siebel UAT G Google

2
2S SOLIDWORKS

SolidWorks Call Center

The content you've requested requires that you be logged in to the SolidWorks Siebel Call Center.

Please enter your User ID and Password below, and then press the Log In button

User ID: l

Password: l

Log In

Forgot Password?

ICopyright © 1994-2008, Oracle Corporation and/or its affiliates.
All rights reserved. Oracle is a registered trademark of Oracle Corporation and/or its affiliates. Other names may be trademarks of their respective
lowners.

© 2019 Dassault Systémes SolidWorks Corp. All Rights Reserved
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https://swsiebel.solidworks.com/

Siebel supports the following web browsers: Mozilla Firefox®, Google® Chrome, and Microsoft® Internet Explorer
11. If you have any trouble loading Siebel, connect to the DS People Support website to create a ticket. [TIP: When
bookmarking Siebel for future access, you should bookmark the URL “https://swsiebel.solidworks.com” without any
additional text. When you click on the bookmark, your network will translate it into a fully formed URL with the correct
parameters for you.]

All Siebel users must have valid login credentials. On this login screen, you will enter the Siebel User ID and password
that were provided to you. Your assigned User ID is different from your DS Trigram. New user accounts can be
requested through the DS People Support website, and they will require managerial approval. If you forget your
password, you can use the “Forgot Password?” button to request a password reset.

1.2. Siebel Home Tab Page

Once you log into Siebel, you will automatically be brought by default to the Home Tab, which is a page that displays
information specific to your account. This page is also a connection point for all Siebel functions available to you.
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| Default N < 9o 2

me:

@ Solutions GAcnvmes OSolunon Administration

First Level View Bar
~

0 Accounts @ Contacts Assets 6 Service 0 Calendar o SPR

0 Enhancement Request Survey A Home

Welcome Back Today is Friday, February 22, 2019 15:00:48.

(GMT-08:00) Pacific Time (US & Canada)
. Quotes

. Activities

' My Beta Service Requests

. Service Requests . My Solutions

When you click on “Service Requests” on this page, you will navigate to your Service tab page, with your current SR list,
as shown in this example:

File Edit View Navigate Query Tools Help v | v < 0() —

QOELD -8Bl

e Enhancement Request Survey 6 Home Accounts Contacts Assets R Service Calendar e SPR e Solutions Activities e Solution Administration

Service Requests List | Explorer  Service Request Charts

[My Service Requests v e i Q & 1-100f 10+ ™
y v | ®
New Entitlement Sta SR # Status Summary Account Site Last Name Work Phone # Owner Closed End Customer b SR Email
| 1-20749203586 Closed | am having a problem Solidworks Tec... Concordactivat.. Aoyama (818) 6732056 AAOYAMA 2/20/2019 03:01:18 PM aaron.aoyama... aaron.aoy
. 1-20741825541 Pending SW Simulation 2019, SW Simulati.. GN. Solutions I... Ste.-Julie Orangi AAOYAMA gerard@gn-sol.. sorangi@
O 1-20728023351 Closed No materials available in Sustain.. General Dynam... Williston Arthur (919) 324-1654 AAOYAMA 2/15/2019 02:22:44 PM charles.temple... david.artr

This is where you will do much of your work. Above is an image of a current Siebel Service tabpage. It shows a list of a
TSE’s recent Service Requests. An active SR has a status that is Open or Pending, not Closed or Cancelled. In this
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section, we will walk you through some basic activities for a TSE to quickly familiarize you with the Siebel CC
environment. Later chapters of this guide will have more information about navigating through the Siebel user interface,
including how to customize queries and record displays.

In this Quick Start Guide, we will demonstrate the process of answering SR 1-20572422182, which is a quick question
about SOLIDWORKS Simulation installations:

Status SR W Summary Sovaerity Openod Accoumt Haw

Oy 1- 20572422182 |Siebed Training SR Can | run SOLIDWORKS Simulation 2019 on Windows 217  S-Owestion 1F3172019 1130084 AM Sohdworics Technt

Note that the SR number is colored in blue, indicating it is a clickable hyperlink. Clicking that link instructs Siebel to
present that SR record to you.

1.3. Service Request Tab and Basic Information

After clicking the SR link, you are brought to the Service tab. Within the Service tab, you can find records of Service
Requests. The SR number is unique and generated automatically. Each SR record contains information related to it.
Much of this information is displayed in the Service tab, but some of the data is located in other tabs. In this Quick Start
Guide, we will be focusing on the More Info and Activities tabs.

Depending on your configuration, navigating to a Service Request in the way that you did will bring you either to the More
Info subtab, or to the Activities subtab, which is where your communications with the SR contact take place. We first want
to look at the information associated with the SR which is located in the “More Info” subtab. You can navigate there either
by clicking on the “More Info” subtab (red arrow) or by clicking on the SR number link (blue arrow), as shown below.
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<« ¢ @ OF 1 solidwarks.com; tart. I WEV ' 4 WESWE NEHO = sw " mESWE w @ Ty [\

£ Most Visited @ Getting Started () Siebel Call Center

@35eta MOneSearch [ User Preferences

W Senvice Analytics

WsPR WSolutions [ Activities 1l Solution Administration

Explorer  Service Request Charts

Service Requests + @ a =
New Entitle SR # Severity Status  Substatus Summal iy Owner SPR# Solution Id Account 13
B 0520082 5Question Open  Resolved [Siebel Training SA] Can | run SOLIDWORKS Simulation 2019 on Windows 8.17 lidworks Tech

More Info Attachments  Audit Tral SPRs RelatedSRs  Solutions VAR Survey

Activities + 8 a ©
Show Customer e Start Created By Created Private All New Description  Actual Start Actual End  Status

1.3.1. Service: More Info Tab

The “More Info” tab contains information about the SR, the end user (the customer, highlighted in the blue box below), the
SR contact (the VAR, highlighted in the red box below), the status of the SR, and much more.

The first service request assigned to you as a new hire will be manually assigned to you by your mentor or manager, and
it should be relatively straightforward and simple in nature, like this example SR. The rest of this Siebel Guide will cover
more intermediate and advanced Siebel topics, and explore other considerations you need to know when processing a
wider variety of cases. Here, we will assume this Service Request was filed by a VAR through the VAR portal (VRC),
which will be typical for the majority of SRs you will work on.

2 2
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% Sence Request Detaits 1205 X [

o ¢ o 9B soie sobworkscomcalcenter snule } . — equest +Lis ’ y . LR n o =
£ Mo Vited @ Getng Sated @

Fie  Eo w
LN - el

<[ <[ <Jam] <]« <] <] %

There are many data fields, each with important purposes. Here are the fields that you would typically look at first when
receiving a new SR:

e Severity: The customer impact of the issue, which dictates many things including the Service Level Agreement
(SLA) response times that you should aim to meet.

e Agent Opened: This shows when the SR was created. You need to know how long the VAR has been waiting for
a response, so you can communicate with them appropriately.

e Source: This tells how or where the SR was created. For SRs created in the VAR portal, the source will be
“Portal,” and you will primarily communicate through Siebel. In later chapters, you will learn how to identify and
handle cases received through other sources, like email.

e The SR Contact Information: Boxed in red, this identifies the contact of the SR, the person you will primarily be
communicating with. The SR Contact is the VAR in most cases.

2 2
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The End Customer Information: Boxed in blue, this identifies the end user. The end user is usually a customer,
but can sometimes also be a partner or the reseller.

Owner: The owner is the TSE who is assigned to this SR. For cases assigned to you, the owner will be your
Siebel user ID.

Summary: A brief description of the issue or question.
Problem Description: More information about the issue or question.

1.3.2. Initial Review of the SR Information

When first reviewing an SR, you are trying to understand the end user’s question or problem, as well as the current state
of the SR. From the fields mentioned above, you will understand:

e Who you are working with

e How to communicate with them

e The SLA response times you are aiming to meet
e What the problem is

In this example case, we can immediately understand:

e The SR contact we will be communicating with is Chung Ping Lu, from the VAR SolidXperts Inc.
e Since the source is “Portal” we will be communicating with them through Siebel.

¢ From the Agent Opened and Severity fields, we will know how urgent the case is and how quickly we must
respond.

e The nature of the question.

In other cases, you may need to also look at customer files or models, which would be in the Attachments subtab.
However, in this example, the question is straightforward and easily-understood. From this point, you can investigate the
issue or question and craft a response that addresses it.
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Future chapters will cover cases where you would need to first request more information or user files in order to
understand the request.

1.4.  Working on the SR

Once you have reviewed the information in the SR, you need to make sure you understand what the user needs. In this
case, it is a straightforward question:

“Can | run SOLIDWORKS Simulation 2019 on Windows 8.1?”

1.4.1. Find the Answer

Fortunately, this answer can be found directly on the SOLIDWORKS Website, as shown in the screen below.

2 2
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2

DASSAULT Q

Do

DD SUSTEMES

D7S SOLIDWORKS Products & Solutions v Choosing SOLIDWORKS v

US & CANADA 800-693-9000

Home > Support > Hardware & System Requirements > SOLIDWORKS and SW PDM System Reguirements +1-781-810-5011

Subscription Services SOLIDWORKS and SW PDM System Requirements

Ted‘"i“'_S“PP""' These requirements apply to all SOLIDWORKS products except where noted. Use this information
to ensure you are always working with a SOLIDWORKS supported and optimized system for a
hardware, operating system and Microsoft products.

Downloads

General Hotfixes

T cning Hecirces SOLIDWORKS Products for Windows
e ardumre i Syatem SOLIDWORKS SOLIDWORKS SOLIDWORKS
Requirements 2017 2018 2019
% 7 :
> SOLIDWORKS and SW PDM {FDY {0 (EDU
S Rnrarants 2017-2018) 2018-2019) 2019-2020)

SOLIDWORKS Hardware

Operating Systems
Certification

Windows 10, 64-bit "4 4 4
Hardware Benchmarks
AT Pt Windows 8.1, 64-bit v v A
SOLIDWORKS Visualize 4
ST Windows 7 SP1, 64-bit v v )
= (End of life: SW2020 5P5)
SOLIDWORKS Certification Virtual environments Supported virtual environments (hypervisors)
SOLIDWORKS Training Hardware
S o Processor 3.3 GHz or higher

The answer to this question is clearly that no, SOLIDWORKS 2019 does not support the Windows 8.1 operating system.
So you can now begin typing up an appropriate response.
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1.4.2. Write a Response

When authoring a written response, you always want to be professional, concise, technically accurate, and consistent. Do
not use slang, jargon, foreign phrases or metaphors. Keep the use of acronyms to a minimum and define them when you
do use them. Make sure your punctuation and spelling are correct.

[TIP: A recommended practice is to create, edit, and save your responses using external software such as OneNote,
Word, Excel, Notepad, etc. This will let you have a saved copy of your responses, which can help in cases where your
Siebel session times out and a response is not properly saved. It also lets you thoroughly spell and grammar check your
responses.]

For this SR, the question has a very definite answer, so any back and forth communication is not necessary. A good
response to the inquiry could be:

“Hi Chung Ping,
Thank you for contacting SOLIDWORKS Technical Support.

SOLIDWORKS 2019 does not support Windows 8.1 operating systems. For more information, you can refer to the SOLIDWORKS
System Requirements webpage:

https://www.solidworks.com/sw/support/SystemRequirements.html

As noted on the webpage, SOLIDWORKS 2019 supports Windows 10 (64-bit) and Windows 7 SP1 (64-bit) only.
If you need to install SOLIDWORKS on a Windows 8.1 machine, SOLIDWORKS 2017 and 2018 both support Windows 8.1 (64-bit).

As this should address your inquiry, | will close out this Service Request at the end of the day on Wednesday unless you have any
further questions. Please also feel free to re-open this SR as needed. Thank you, and | hope that you have a nice day.

Best Regards,
Jon Doe

SOLIDWORKS Technical Support Engineer
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https://www.solidworks.com/sw/support/SystemRequirements.html

In this response, we are have done the following:

Addressed the VAR

Thanked them for contacting SOLIDWORKS Technical Support

Answered their question in a very direct way

Provided them some additional information that would potentially be useful to them

Directed them to the official documentation that provides this information

Informed the VAR that we will leave the SR open for questions until the end of the day on Wednesday.
Reminded the VAR that even if the SR gets closed, they are able to re-open the SR as needed.

For more complex cases where you need more information, require more time to investigate an issue, or expect back and
forth communications, you would craft an appropriate response.

1.4.3. Communicate the Answer to the VAR

Now that you have a written response prepared, you will need to communicate it to the VAR. For SRs received from
VARs through the portal, your primary method of communicating information back to the VAR will be done in the Activities
subtab using Web Update.

You will perform or record communications and other written notes on the Activities subtab. Activities that you create are
saved to the specific SR record that you are working on. There are many types of Activities that can be recorded in this
subtab (to be described later in this guide), but the one we focus on here is the Web Update.

A Web Update is an activity that allows you to communicate written text to the VAR. The Web Update activity is visible to
the VAR within the SR record in their portal. The VAR will also automatically receive an email that contains the text
comment of the Web Update.

First, to create a new activity, go to the Activities subtab and click the “+” button as shown below.
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- 75 Service Request Activities b -+
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File  Edit

A Home

Service Requests List

Activities

Bl Accounts

P i , ; B ot o R CIA
(i) swsiebelsolidworks.com/callcenter_enu/start.swe? SWECmd=GotoView&SV

£ Most Visited @ Getting Started (2 Siebel Call Center

View Navigate Query Tools

A Contacts

Explorer

Service Request Charts

| ®

Show Customer Type

Comments

Help

4=

More Info Attachments  Audit Tral SPRs Related SRs  So s, VAR Survey

i

- O 1

Q

e No Records

B8
n

Starl

When this button is clicked, a new activity will be created and shown in the Activities list. By default, this activity has the
type Web Update. You can either type your response directly into the “Comments” box of the activity, or copy-paste the
text into it. The Web Update field has a size limit and will truncate large entries. [TIP: A best practice is to limit your
text size to 1,950 characters (remember the space character ‘ * counts as a character)].
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More Info Attachments  Audit Trail SPRs Related SRs  Solutions VAR Survey

.| Third Level View Bar _ ) N
Activiue + @ Q o] “1of1

| M| | ®

Show Customer Type Comments Start Created By Created
T YO e [0 ST SULTDWURKS O WITIOWS 5.1 TTECTE, SULTDWURKS 2077 4l 2076 DOTT SUpport Windows 5.1 -
(64-bir).
As this should address your inquiry, | will clese out this Service Request at the end of the day on Wednesday unless you
have any further guestions. Please also feel free to re-open this SR as needed. Thank you, and | hope that you have a nice

Web Update day. 2/1/2019 04:17:0. 2/1/2019 04:17:04 PM

Best Regards,
Jon Doe
SOLIDWORKS Technical Support Engineer v

When creating activities only to share information with the VAR, be sure that the “Show Customer” checkbox is cleared.
This option controls whether or not customers will also be able to see the update you post, and is disabled by default.
Typically, TSEs only communicate directly with the VAR, and the VARs use the information to work with and communicate
with their customer.

[TIP: If pasting text into the comments field, you will want to double-check the formatting and spacing to make sure it is
readable. Siebel edit controls do not support text enhancements like bold or italic, etc.]

Please remember that there is a character limit for the comments of an activity. For lengthy text updates we recommend
you either split the text into two (or more) separate updates, or attach it as a text file (which will be described in later
chapters).

Once you have typed or pasted the Web Update’s text into its Comments field, you are ready to have it saved and
emailed to the VAR. You can save the record by pressing ‘CTRL+S’, by clicking on the Activities menu (the gear icon in
the Activities subtab) and choosing “Save Record,” or clicking on a different tab. Performing any of these three actions
will save the Web Update activity so that it is visible in the VAR’s SR record, and it will also automatically send the VAR
an email that references the Service Request and includes the new Web Update’s Comments.
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£ Reply @ Reply All (2 Forward ’:{s IM
Fri 2/1/2019 4:26 PN

SolidWorksSupport-Siebel@solidworks.com
Update to SR# 1-20572422182 - Severity: 5-Question

To |
Dear v
Your SR 1-20572422182 (VAR SR# ) has been updated.
For details, review the SR in the Service Requests View, under the Technical Support area on the portal.
[Siebel Training SR] Can | run SOLIDWORKS Simulation 2019 on Windows 8.17
Hi Chung Ping,
Thank you for contacting SOLIDWORKS Technical Support.

SOLIDWORKS 2019 does not support Windows 8.1 operating systems. For more information, you can refer to the SOLIDWORKS
System Requirements webpage:

1.4.4. Updating the SR Status

Now that you have sent an answer to the reseller, you must go back to the More Info tab to update the status of the SR.

More Info tie: Attachments  Audit Trail SPRs Related SRs  Solutions VAR Survey

Third Level View Bar »
o 4+ @ q B 1101
Comments Start Created By Created
T yOUTEe0 0 MSTaT SYLUVUHFS O @ WINOWS & T TaCTiTe, SUCDWURTGS ZUT7 8 2078 DONT SUppoTT Wiows &-1 ’
(64-bit).
As this should address your inquiry, | will close out this Service Request at the end of the day on Wednesday unless you
have any further questions. Please also feel free to re-open this SR as needed. Thank you, and | hope that you have a nice
Web Update day. 2/1/201904.17:0..  AAOYAMA 2/1/2019 0417.04 PM
Best Regards,
Jon Doe
SOLIDWORKS Technical Support Engineer v
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In the More Info tab, the Status and Substatus fields are used to keep track of and communicate the current state of an
SR. The most common Status values used by TSEs are:

e Open: Issues not yet investigated by TSEs should have the status “Open”

e Pending: Once the issue has been investigated by the TSE and customer feedback is expected, you should
change the status to “Pending”

e Updated: If the SR receives an update from the SR Contact while in a “Pending” state, the status is automatically
changed to “Updated” to indicate to the TSE that there is a new update to the case.

e Closed: Once a case is fully resolved, its status should be set to “Closed”

The Substatus is used to more clearly define the current status of the SR. Common Substatuses are:

e Unassigned: Before an SR is assigned to a TSE (no Owner is defined), its Substatus should remain as
“Unassigned”

e Assigned: Once a TSE is assigned as the owner of an SR, the Status should be changed to “Assigned”

e In Process: You can use this Status to indicate that the SR is being actively investigated. Some TSEs use the “In
Process” Substatus in different ways.

e Waiting on Customer: If customer or reseller information is required before continuing work on the SR, you can
use the “Waiting on Customer” Status.

e Resolved: When an answer has been provided and the case is resolved, you can use the Status “Resolved.”

Note that when you set an SR to the “Waiting on Customer” or “Resolved” Substatuses, Siebel will automatically populate
the “Auto Close Date” field of the SR to be seven days from the current day. What this means is that unless the
Status/Substatus of the SR is changed within those seven days, the SR will be closed automatically. The Auto Close
functionality will be explored in more detail later in this guide.

For the example SR, as no changes were made since the SR was assigned, its Status is still Open / Assigned. In this
case, since we are confident that we have answered the VAR'’s question, we should change its Status to Pending /
Resolved (or Pending / Waiting on Customer) while waiting to see if there are any further questions. To do so, choose the
drop down menu for Status and choose Pending.
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Activities ~ Attachments  Audit Tral SPRs  Related SRs  Solutions VAR Survey

SR #: |1-20572422182

End Account: |Solidworks Technical Servi

End Customer Last Name:

Serial #

Entitlement Status: [
Product: | SOLIDWORKS Premium 20

Revision:

Iy

End Customer First Name:

@
{ i

End Customer Email:

IE

Summary:
B [siebel Training SR] Can I run

SOLIDWORKS Simulation
2019 on Windows 8.1?

SR Last Name:

SR First Name:

SR Work Phone #

SR Account: |Solidworks Intemal Access Ac

Problem Description: |ISiebel Training SR] Can |
install SOLIDWORKS

After that, you can similarly set the Substatus to Resolved.

Activities ~ Attachments  Audit Tral SPRs Related SRs  Solutions VAR Survey

End Account: |Solidworks Technical Servi

End Customer Last Name:

SR #: |1-20572422182

Serial #

Entitlement Status: [
Product: | SOLIDWORKS Premium 20

Service Pack:

EI

End Customer First Name:

End Customer Email:

Revision:

|l
!

Summary:
" sienel Training SR] Can I run

SOLIDWORKS Simulation
2019 on Windows 8.1?

SR Last Name:

SR First Name: [

SR Work Phone #: |(
SR Account: |Solidworks Intemal Access Ac

SR Contact Partner:

[siebel Training SR] Can |
install SOLIDWORKS
Simulation 2019 on my
Windows 8.1 machine, or do |
need 1o upgrade to Windows
10?

Problem Description:

+

Area: _Slmulatiun
Subarea: |SIM Installation

Status:

=[]
o

<] [¢]

Substatus:« [ECUCH]

Open s

Pending
Closed
Cancelled
Updated
Quoted

Group:x
Subgroup:

Source:
Escalated
Submitted for Approval VAR

Reviewed with Comments

+

=1
P

Ll

Subarea: |SIM Installation Severity Reason:

Status:

Assigned
Booked
Completed

Substatus:*
Incident Type:
Owner:

R Customer Update

Subgroup: [IRESLES]

Source: Executed
In Process
Incomplete
Known Error
Non-Reproducible

Email Contacts: JRASERLESE

Product Issue Created

Resolved

RMA

Special Handling

Submitted

Beta Points:

Severity Reason:

. 019 11:30:44 AM
Service Request Form Applet

Service Request Details

Visible To: [solidwarks Internal Acces:| |
Organization: Solidworks Internal Access Ac

Severity:* |5-Question

"
1t Opened:« (1/31/2019 11:30:44 AM

Close Date:

jent Closed:

Visible To: |Solidworks Internal Access
-ganization: [Solidworks Intemal Access Ac

d By Name: |AAOVAMA

v

Finally, make sure you save the record by pressing ‘CTRL+S’ or choosing “Save Record” in the Service Request menu.
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Since we communicated that we would leave this SR open until the end of day Wednesday in case there are further
guestions, you would need to keep track of the SR until then to make sure you catch any updates from the VAR. If the
VAR did post their own Web Update, you would receive an automatic email and see it in the SR’s Activities tab.

1.4.5. Keeping Track of an SR

In our example case, the VAR responded to let the TSE know that their question was answered. When they posted their
Web Update, the following email was sent to the TSE automatically.

Q_Repl}-‘ @‘i Reply All Eﬂ) Forward ’:tﬁll‘-ﬂ
Fri 2/1/2019 5:15 PM

SolidWorksSupport-Siebel@solidworks.com

Update to SR# 1-20572422182 - Severity: 5-Question
To
0 We removed extra line breaks from this message.

o

Dear A

Your SR 1-20572422182 (VAR 5R# ) has been updated.
For details, please login to Call Center.

[Siebel Training 3R] Can | run SOLIDWORKS Simulation 2019 on Windows 8.17
Hi SOLIDWORKS T5E,
Thank you for the infermation. This answers my guestion. Please feel free to close this SR at your convenience,

Best Regards,
VAR

In Siebel, this also automatically updated the SR to the Status Updated / In Process. From the Service Tab page, you
would see something like this:

Uedared 1-205T242201837 | Sadtrad Traamng SRl Can | nun SOLIDWORE S Sevadanan 2010 on Windows 8,17 SO anon A3NFHNED 1130
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In the Activities subtab of the SR in question, the VAR’s Web Update can also be viewed:

More Info Attachments  Audit Tral SPRs  Related SRs  Solutions VAR Survey

Activities +
| ]| | ®

Show Customer Type Comments

=1
gl
]

Start Created By Created

Hi SOLIDWORKS TSE

Thank you for the information. This answers my question. Please feel free to close this SR at your convenience.

Best Regards,

Web Update VAR 2/1/201905:14:1..  AAOYAMA 2/1/2019 05:14:10 PM

Web Update Hi Chung Ping, Thank you for contacting SOLIDWORKS Technical Support. SOLIDWORKS 2019 does not support Windows 8.1 operi 2/1/2019 04:17:0.. AAOYAMA 2/1/2019 04:17:04 PM

1.4.6. Closing a Fully Resolved SR

In this case, since the VAR has already stated that we can close the SR, we can simply do so. You can also send them
another Web Update thanking them for their reply and letting them know that you are now closing this SR. Use your best
judgement to feel out the situation to determine how to communicate appropriately.

To close out the SR, you will return to the More Info subtab in order to change the SR Status. However, before closing
the SR, it is good practice to set the Incident Type to indicate what type of case it ended up being. For this example, it
was a how-to type of question, so you would choose “How To” for the Incident Type.
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@ Home @ Accounts A Contacts

Explorer

Service Requests List

SR #

120572422182

Serial #

Entitlement Status: [

Product:

<]l @]

SOLIDWORKS Premium 20

Service Pack:

Revis

|
il

Summary:

[Siebel Training SR] Can | run
SOLIDWORKS Simulation
2019 on Windows 8.17

@ Service

Service Request Charts

End Account:

End Site:

End Customer Last Name:

End Customer First Name:

End Customer Email:

SR Last Name:

SR First Name:

SR Work Phone #: [

Solidworks Technical Servi

[ _
—

Substatus:+

How Td

Incident Type:

owner: LGRS

Problem-Crash

Group:+
How To

Subgroup: Problem ‘h

[
RMUGES  Problem - File Corruption

ervice Request Details

M Assets  [MSPR M Solutions [ Activities [l Solution Administration Il Service Analytics - W OneSearch

Severity R

K

Agent Opened:x [1/31/2019 11:30:44 AM

Auto Close Date:

Agent Closed:

Visible To: |Solidworks Internal Access

i

VAR Oraanization: [Salidworks Internal Access Ac

Finally, go to the Status field, change it to “Closed,” and save the record by entering ‘CTRL+S’ at the keyboard.

@ Home @ Accounts A Contacts

Explorer

Service Requests List

SR # |1-20572422182

Serial # <

Entitlement Status: [l
Product: |SOLIDWORKS Premium 20

Service Pack:

Revision:

<<l <]a]

]
| |

Summary:
R [Siebel Training SR] Can | run

SOLIDWORKS Simulation
2019 on Windows 8.1?

& Service
Service Request Charts

[Siebel Training SR] Can |
install SOLIDWORKS
Simulation 2019 on my
Windows 8.1 machine, ordo |
need 1o upgrade to Windows

Problem Description:

107

End Account: |Solidworks Technical Servi

End Site

End Customer Last Name

End Customer First Name:

End Customer Email:

SR Last Name:

SR First Name

SR Work Phone #:

SR Account

SR Email Address:

: |Concordactivations

[

]
1

L

| =
—

: |Solidworks Internal Access Ac|

=]

Area: |Simulation

Subarea: |SIM Installation

Status: |Closed
Substatus:+ |Resolved

How To

L]l << ]le] <]

Incident Type:

Owner:

u
1

Group:+ |Simulation Support

Subgroup: |Simulation Support - LA

Source: |Portal

<] <[]

Email Contacts:

[a]

M Assets M SPR M Solutions M Activities [l Solution Administration [l Service Analytics - IW OneSearch

Q -3 Tof1 <"
Severity R

Agent Opened:« |1/31/2019 11:30:44 AM
Auto Close Date:

Agent Closed: |2/1/2019 05:29:12 PM

Visible To: |Solidworks Internal Access| &

VAR Organization: |Solidworks Internal Access Ac|

The 3D
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Once the SR is closed, it is also automatically given the Substatus Resolved. While closed, the majority of the SR fields
are also locked from further editing and greyed out. However, you could still add activities to the Activities tab, change the
Severity, change its Status / Substatus, and perform some other operations.

Additionally, VARs have the option of reopening a closed SR within 30 days of its being closed.

This SR is now closed and resolved. In upcoming sections of this Siebel Quick Start Guide, you will see more complex
cases and communication scenarios, queries, attachments, and best practices.
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2. Queries and Searching

2.1.  Whatis a Query?

A database is a collection of related but unique data items called records. These unique records are organized by a
principle to make operating on them predictable, safe and efficient. A predictable database means that if you insert a
record, you can reliably find it later. A safe database means that access to it is secure and that data can not be lost or
destroyed. An efficient database means that operations on it occur in a reasonably fast manner.

The Siebel CC is a database organized to manage and operate on service requests. This type of database is called a
Customer Relationship Manager (CRM). Our customers use the SOLIDWORKS family of products, and the Siebel CC is
the system used to manage all service requests from them. Customers and VARS create service requests for help in
using SOLIDWORKS products. TSEs handle and resolve these service requests.

Searching is a strategy to find information in a database. A query is a means to find specific needed data. In our context,
a query is a highly structured means to find a specific service request. As a TSE, you query Siebel to find and access the
record containing the service request you want to work on and resolve. The service request record contains several kinds
of information, including:

e The specific product and license at issue

e The description of the problem

e Information about the customer

¢ Information about the VAR representing the customer

e Ancillary data: Rx files, scenarios, procedures and outcomes, screen / video capture attachments, etc.

e Issue status and handling

e Facilities to communicate with VARs and even customers

The service request record consists of data items in fields and attachments. You query Siebel to access a service

request, examine its data and attachments, assess the issues in the service request, and proceed to handle the service
request. Along the way, you update the status of the service request. You may need to request additional information to
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better understand the issue, and ultimately resolve it. The Seibel CC captures all of this data and activity in the service
request record.

As a TSE, you have a powerful and flexible tool for querying and searching SRs using the SOLIDWORKS® Siebel Call
Center. When you login to Siebel, it runs a default query. The TSE sees a search list of open and assigned SRs, Siebel
highlights the first record on the list and populates its contents in the Service tab record for that item. The TSE can begin
by working on that highlighted SR, or conduct a query to find a different SR to address.

The following query functionalities are basic and built-in to Siebel:
e The TSE can query directly any list of SRs
e Queries return a populated list of SRs, filtered by search parameters
e Clicking on any tab in the Siebel Ul runs a query to present that tab’s data
e Most fields on all tabs are searchable
e The TSE can search one field or multiple fields simultaneously, each with its own parameter
e Any query result can be further refined and requeried to select a more precise SR
e The TSE can define custom queries to work faster and better
e The TSE can alter Siebel default queries for better performance

2.2. Queries Within A Record

The TSE can conduct a query from any record displayed in Siebel, at any time. The record can be empty or populated.
Here are some Ul basics. The Siebel CC record display is also a field editor. The TSE can edit any field that is not
grayed-out. The TSE can type in a new value in an empty field, or replace a current value by typing, or cutting and
pasting a value, or selecting an element from the field’s drop down list, if it has one. The Siebel record display always has
a ribbon strip across the top with some basic editing controls, as shown here:

+ G Q £ 1of10+ P 7
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The TSE can mouse-over the ribbon controls to get a pop-up description of each control’s function. Select the magnifying
glass control in the ribbon for queries:

Q

‘ Service Request:Query

When you click on the Query control, Siebel replaces the current record with an empty record, as shown here.

@ ® & " Enter Query

SR #: End Account: Y Area:

Serial #: CY End Site: Subarea:
Entitlement Status: Vv | End Customer Last Name: Y Status:x
Product: @ | End Customer First Name: Substatus:x

Service Pack: v End Customer Email: Incident Type:
Revision: S Owner:
Summary: | ‘ Group:*

The TSE can enter values in one or more fields in the record. Each entered value is a search parameter. Fields marked
with a red asterisk (*) are only mandatory for creating a new record ; for a new query they are optional paramenters.
Your entered parameters become a filter when you launch the query. Search engines use filters to reduce the number of
matches in the resulting list (or record set). Only items that match the filters are returned in the list.
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Note that the ribbon strip now has a different set of controls. The TSE uses the Go '->’ control to launch the query. In the
example shown below, the TSE is going to launch a query by searching for a specific SR entered in the SR # field:

@ ®

l Service Request.Go ‘

SR #: |1-123456789 End Account: =) J

Serial #: Q] End Site: Subi

When you run a query, Siebel will use your information as field parameters and return a list of SRs that match ALL of your
parameters. This list could be empty, or it could have one or more entries. The first item on the list will always be
highlighted and its data will displayed on the current record below the list, as shown here:

New Entitlement Sta SR # Status Summary
1-20127751425 Pending

120127751418 Pending

1-20127751425

SR# ‘1-20127751425 ‘
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We mentioned that most fields are searchable. However, some fields lend themselves to frequent searches. Siebel has a
flexible syntax for doing targeted searches. This Siebel syntax is unique, but it is not open-ended like Google®. Unlike
Google, entering phrases or search terms will probably not find SRs. [TIP: the optimal search strategy is to use
keywords to do targeted searches. DO NOT USE the Siebel Keyword field to save or search for keywords.]

Enter one or more keywords to do general searches. There is only one field available for generalized searching:
e Summary (brief description of the problem, usually with keywords)

You can enter your keywords in the Summary field and use specific fields with parameters to narrow your search. [TIP:
enter your keywords with wildcard characters and the OR operator. Example: *install* OR *update*. Search operators
are covered later in this guide.]

The Problem Description field expands on the summary. However, it is NOT an eligible field for a query.

e Problem Description (detailed, with steps to replicate, scenario descriptions, observed outcomes, etc., usually
with keywords)

TSEs can also use One Search, which will canvas all fields, including the Problem Description, briefly described later.
One Search is an advanced topic not within the scope of this guide.

Here are some typical fields to use for searches, where you need to find specific data items:
e SR # (unigue Service Request Identifier)
e Serial # (SOLIDWORKS licensing data)
e SR Account (VAR)
e End Account (SOLIDWORKS customer)
e End Site (customer location)
e Agent Opened (date the SR was reported)
e Status
e Substatus
e Owner (assigned TSE)
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You can search for one, a few, or even all of these fields simultaneously using specific values. You can also do searching
with expressions and formulas. The grammar and syntax of search expressions is an advanced topic we will cover later
in this guide. However, here are some handy and common techniques for doing searches. They are:

e Use ‘=" to find an exact match. (End Account: = “Charles 555 S”)

e Use ‘OR’, ‘AND’ and ‘NOT’ to do multi-value searches on a field. (Summary: “Installation OR Update”)

e Use Today() with numerics for date expressions on a field. (Agent Opened: “Today() — 5”)

e Use < or > for date range searches on a field. (Agent Opened: > “Today() — 21")

e Use LIKE with wildcard characters: *’ matches one or more characters and “?’ matches a single character in a

partial search string. (Summary: LIKE *install* OR LIKE *update*)

You can find a complete reference to all Siebel field search options and syntax in the appendix at the end of this guide.
You can click the Cancel control ‘X’ to remove the edits and populate the record with the last SR previously viewed.

If you enter an SR number and query on it by clicking the magnifying glass icon, Siebel will find the record and populate
the screen with its data, as shown here:

Activities Attachments Audit Trail SPRs Related SRs Solutions VAR Survey

4+ G Q L 10of1 Vs
SR #: ]'20572422]82‘ End Account: [Solidworks Technical :| [€] Area: i] Se‘rvi;e Request Form Apple
Serial #: |9000008982430117N'| [ End Site: [Concordactivations Subarea: |SIM Installation
Entitlement Status: B |Active Vv | End Customer Last Name: [Aoyama & Status:x |Cancelled
Product: |SOLIDWORKS Premiui| [@ | End Customer First Name: |Aaron Substatus:x |Resolved
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The ribbon strip now has the standard set of editing and searching controls again. If you click on the New control ‘+’, the

current SR is retained, but you now have updatable fields for editing. These fields are available as additional query
parameters to narrow your search. For example, you could change the Severity field, or alter the Substatus field, as
shown here:

<+ o Q o 4 4dof14+ P e

Status+ |Open h

Substatus+ |Assigned h

v Agent Openedx (2/6/2019 04:53:15 PM

Owner || = =Y =

Group* |Technical Support hdl

v Visible To |Solidworks 5

Typically, as a TSE you will select an Open Assigned SR, and immediately change its status from Open to Pending,
indicating that you are now working on it. You might need to change the Severity by upgrading or downgrading it.
Remember if you change the Severity to High or Critical you must also add a valid Security Reason to the SR before you
can save it.
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There are several methods to save any edited record after doing a query for an SR. You can use a handy shortcut
command to do a save by entering ‘CTRL+S’ at the keyboard. You can also click the gear icon (Menu) on the ribbon
control strip. This action launches a pop-up menu with a scrollable list of common commands and their associated
shortcuts, as shown here:

New Record [Ctri+N]

Copy Record [Ctrl+B]

Save Record [Ctrl+S]

New Query [Alt+Q]

Run Query [AR+ENTER]
Refine Query [ALT+G]

Save Query As [Alt+S]
About Record [Ctri+-Alt+K]
Record Count [Ctrl+Shift+3]
Create Bookmark...

Print Preview...

Print...

Simply click on Save Record to do the save. You will be prompted to enter values for any required fields that are empty.
Note the Save Query As command on the list. We will demonstrate saving your own custom query in the next section.
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2.3. Saving and Deleting Your Own Custom Queries

As a TSE, you will find that you often perform many queries in the same way. These repetitive queries are a search
pattern, and they are candidates for you to capture as custom queries. For example, you might want to know what kinds
of issues for a specific product and VAR have been reported in the past year. You might query for this on a regular basis.
Instead of manually constructing this query every week, you can create a custom query that you can save by name, and
then invoke when needed.

Construct the query for your specific need. To save the query, you can either enter ‘ALT+S’ at the keyboard, or click on
the Query > Save Query As... top menu, or click on the menu gear control to bring up the drop down command list, and
then click on ‘Save Query As [ALT+S] as shown here:

Query Tools Help

New Record [Ctrl+N]

New Query [Alt+Q]
Run Query [AR+ENTER]
Refine Query [Alt+R]

Copy Record [Ctri+B]

Save Record [Ctri+S]
New Query [Alt+Q]
Run Query [A+ENTER]

Save

Save Query As__ [Alt+S]

Refine Query [At+R]

Save Query As [Alt+S]
About Record [Ctri+Alt+K]
Delete Saved Query. .. Record Count [Ctrl+Shift+3]
Create Bookmark...

Print Preview...

Print...

Query > Save Query As... Menu Command Save Query As Drop Down Command
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After you enter the Save Query As command, Siebel brings up a dialog box to allow you to save the custom query by
name, as shown below. This ordered list of queries includes both built-in standard queries and any custom queries you
may have created. Type in the desired name in the Query Name field. Your name for the custom query must be unique.
This custom query will be private to your login. It is not shareable. [TIP: Use a special character to preface your query
name to place it near the top of the alphabetized list of queries.]

Save Query As

Query Name @NickSavedQuery2

**All Service Requests ~ » |
*All SRs

@Nick

All Incidents

All Known Errors

All Problems

Available Offline

Closed in Last 30 Days
Closed SR's

New SRs

Open SR's

|Order Failure Trouble Tick |

o L o

To run a saved query, select it from the top menu bar’s queries drop down list, as shown below:

=3 I WSS W [ = S T W S S
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Your custom queries cannot be viewed or edited, but you can create variations of them with different names. However,
you can also use Refine Query to change a custom query, as described in the next section.

To delete a custom query, use the top application menu command:

Query Tools Help

New Query [Alt+Q]
Run Query [AIt+ENTER]

Refine Query [Alt+R] ) Contacts

Save
Save Query As... [Alt+S]
Delete Saved Query...

Application Menu

This brings up a pop-up dialog box to allow you to select the custom query to delete.

Delete Record

Query Name| @Nick
@NickSavedQuery?2

==

| o f o]

Delete Record Form Applet

P DASSAULT NI
DS SGSTEMES | The 3DEXPERIENCE Company
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Click ‘OK’ and your custom query is deleted. TSEs cannot delete standard queries. You can create your own variation of
a standard query, provided you give it a unique custom name.

2.4. Using Refine Query

You can refine the parameters of any query, including a predefined query or a query you saved earlier. [TIP: If you refine
the parameters of a predefined (Siebel built-in) query, you can only save your changes by saving the query with a different
name. This newly named query will only be accessible to you.]

You use the Refine Query command to filter a conducted search with additional parameters. There are several ways to
refine a query. They are:
e The keyboard shortcut for Refine Query is ‘ALT+R’
e Click the top application menu Query > Refine Query [Alt+R]
e Left clicking the Gear icon presents a clickable list of common keyboard shortcut commands, including Refine
Query (see the image here):
New Record [Ctrl+N]
Copy Record [Ctrl+B]
Save Record [Ctri+S]

New Query [Alt+Q]
Run Query [A+ENTER]
Refine Query [Alt+R]

Save Query As [Alt+S]

About Record [Ctri+Alt+K]

Record Count [Ctrl+Shift+3]
] Create Bookmark...

Print Preview...

Print__.
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Additional fields can have new parameters added for Refine Query. To refine an existing query, select the query you want
to refine from the Queries dropdown list. Note: To repeat the query currently shown in the Queries dropdown list, click the
menu button, and then click Run Query. Matching records appear in the application window. Click the menu button, and
then click Refine Query. Your query is then presented in the Siebel record area with other fields cleared, and it is ready
for you to refine.

Alternatively, you can use the Siebel application level menu to perform this and other related tasks. This menu is at the
very top of the Siebel screen, as shown here:

File Edit View Navigate Query Tools Help

QAOB B B8 W

From the application level menu, choose Query > Refine Query. The Query submenu is shown below. Refine your query
criteria by changing or completing the fields. Click the Go control, or enter the keyboard command ‘ALT+ENTER'.
Service requests that match your criteria appeatr.

Query Tools Help

New Query [Alt+Q]
Run Query [AR+ENTER]
| Refine Query [A+R]

Save Query As._ [Alt+S]

Delete Saved Query...
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To save the refined query with the same name, from the application level menu choose Query > Save. To save the
refined query with a different name, from the application level menu choose Query > Save Query As, enter a unique nhame
for the query, and then click OK. Refine Query allows you to add another filter to an existing query, and to easily build

your own library of related queries.

2.5. Using Record Count

Quite often, you will run queries that return a large list of SRs. For example, use the Queries drop down list to select the

Siebel standard query Open SR’s, as shown here:

lOpen SR's

**A|l Service Requests

*Al SRs
Al Incidents

€ Al Known Errors
Al Problems
Avaiable Offine

i Closed in Last 30 Days

Closed SR's
MNew SRs

Open SR's

2 o

Analytics

Addre

Order Failure Trouble Tickets

Pending SR's
SWLS
Unassigned SRs

2
23S SOLIDWORKS

40

n@sh...
pamg...

oaint...

Se

3

3

3
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This returns a list of all Open SRs across all organizations. This list is scrollable. However, you have no sense of the
scale of this list. To get a count of just how many SRs are currently Open, click the Gear control to bring up the pop-up
menu and select Record Count, as shown here:

] Q £ 1-100f10+

New Record [Ctrl+N]
Copy Record [Ctrl+B] ReCOFd Count

Save Record [Ctrl+S]

A

IR There are 5105 records in your query for Service Requests

Run Query [AIt+ENTER] 1
Refine Query [ALT+G]

in

Save Query As [Alt+S]

§ Lv“vvmrﬂn:::—mﬂg\:"wm—wumvmrw

About Record [Ctrl+Alt+K]
Record Count [Ctrl+Shift+3]
Create Bookmark...

Print Preview. .

Print...
Record Count Drop Down Command Typical Siebel Open SRs Result

You could also enter ‘CTRL+SHIFT+3’ at the keyboard. In this example, Siebel reported 5,105 Open SR records. This
may seem like a large number. However, if you ran the Siebel New SRs query, you would experience a very noticeable
delay as Siebel tallied ALL new SRs with any status. You would get a wait animated icon (a revolving red oval) in front of
the Siebel screen:
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When finished, the tally might be reported as: There are 1271854 records in your query for Service Requests “
Whether the list is over 5000 or over a million, it is not a manageable list.

One list and count the TSE needs daily is the tally of all Open status and Assigned substatus SRs. To make this a readily
available list, you need to create a custom query with the status field set to Open and substatus field set to Assigned, and
of course enter your correct Siebel user name in the Owner field. Save this Query with a recognizable name like ‘My
Open SRs’. When you start work, run this saved Query and when you get the list, run the Record Count. With this
information, you can begin to assess and prioritize your workload.

A more useful query would be to specify your Group, as shown here:

Area: > 2
Subarea: N
Status:x |"Open” v

Substatus:* |"Assigned” b 4
Incident Type: v
Owner: Y
Group:x |"Simulation Support” v

This query will return not just the list of the TSE’s SRs, but also the list of all Open Assigned SRs in the group, to give a
broader context. An example of this query result is shown below:
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SR# Status Summary Account Site Last Name  Work Phone # Owner
1-20680312... Open Both studies in the attached.. Craig Engine.. Santa Barbara Dark (888) 559-61... AAOYAMA
1-20674089.. Open Unable to mesh with Periodi... Design Conti.. West Newton Arthur (919) 324-16... OARRIAGA
1-20655551... Open Bolt Connector Seems to sh... Durham Lifti.. Newton Aycl.. Buxton +44 789 666.. JBOISSAT
1-20600354... Open Motion IZEWTMDEES D .. Panasonic S.. Nakakoma G.. Kimura +813641750... YTANABE
1-20652943.. Open Gravity defaults to Z axis wh_. Smith Dixon .. Newton Aycl.. McEwen JBOISSAT
1-20601545.. Open SR 1-20600778041,1-20600.. Mr. Hiroyuki .. KISARAZU S.. Nakatani YTANABE
1-20611257.. Open AyaPAXIZELYESR.. ShimadzuC.. Kyoto ShiN.. Miura +813670134.. YTANABE
1-20641297.. Open Mesh is inculding the SOLID... Foster Refri.. Kings Lynn Hall +019263337... JBOISSAT

Here the count is 8 records. Notice that this list is for Simulation Support worldwide. This query could be further refined
by adding a filter for Site, etc. You will also need to query for Severity, to find recent high impact SRs that need
addressing. Here is a sample query for PDM Support for Critical or High SRs that had an Open status in the last five days
or sooner:

Area: v Severity:x |="1-Critical" OR "2-High" 3
Subarea: v Severity Reason:

Status:x "Open” 24
Substatus:» v

Incident Type: v Agent Opened:* |>today()-5 8

Owner: Y| Auto Close Date: E

Group:x |[PDM Support W Agent Closed: B
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This sample query returned 12 SRs, and the list is shown below. Note that some of these SRs are still unassigned (they
have no Owner value). As a TSE, you would want to examine these SRs first.

SR # Status Summary Account Site Last Name Work Phone # Owner Closed End Customer I SR Email Addre Sever
1-20678038682 Open "Missing data necessary for BO.. Vermeer Corp.  Pella Butwinick (720) 496-2102 NPHILLIPS twald@vermee... jesse.butwinic... 2-Higk
1-20676342844 Open unable to create view setup, it ha.. New England .. White River Ju.. Ha (877) 876-543... jmclure@ner.c.. tha@solidxper... 2-Higk
1-20675031875 Open Can't check in files, error "Caught... Transitions Op... Pinellas Park Felts catherine felts... 2-Higr
1-20676293483 Open When upgrading the Database to.. nTact Dallas Harris KFANCERA s.n.ewman@nt... bharris@goen.. 1-Criti
1-20675885341 Open att. Adrian Pop: Ability/tool tore.. Wittur GmbH Scheibbs Woerther +43 50246 40 KFANCERA manuel_leitner.. woerther@cad... 1-Criti
1-20672520163 Open SolidWorks Composer Integratio.. Solidline AG Walluf Alessi-Rauch +496123995.. horst-dieter.ale... horst-dieterale.. 2-Higr
1-20656587975 Open Media Download Request for Sol.. Autodromo LLC Brooklyn Parkhurst LZOLLA bradley@auto.. aparkhurst@d.. 2-Higk
1-20653907400 Open Error using the PDM Import Utility Fisher/Unitech... Troy Lauts jlauts@funtec... jlauts@funtec.. 2-Higk
1-20655269101 Open Check-in problem Sonmez Trans... Kocaeli Cetin +2163798379 ABHOWMIK1 metehan.cetin.. 2-Highk
1-20654984847 Open When creating Special Objects in... Javelin Techno... Oakville Ellery (905) 815-190.. KFANCERA scott.ellery@ja... scott.ellery@ja.. 2-Higk

2.6.  Querying the SR List itself
When you launch Siebel, you may have it setup to land on the Service tab, or you may routinely click the Service Tab.

When clicked, this tab runs a default query of all SRs across all organizations. The record count for that query result is
shown below.
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W Enhancement Request Survey @ Home  fH Accounts A Contacts [l Assets [~ BSSVIe

Service Requests List Explorer Service Request Charts

| All Service Requests across Organizations |

+ @ Q
¥ @
New Entitiement S SR # Status Summary Account Site
1-206: Record Count Chihuahua
1-206 Freemont

There are 2788912 records in your query for Service Requests

1
1 —ZOGJ
J}
J
J

1-206 Freemont
O 1-206 c.. Berkeley
1-206

As a TSE you are mainly concerned with those SRs in your support area. However, Siebel allows you to query any list of
SRs at any time. This facility is built into the SR display area. Notice the upper right area of the SR List display area.
There is a cluster of quick query controls available. See below:

Service Requests List | Explorer Service Request Charts
v

|All Service Requests across Organizations V\

2 2,
2S SOLIDWORKS 45 DSSD,_TSS.,SE%J‘:!-; | The 3DEXPERIENCE Company




The upper control showing ‘All Service Request across Organizations’ is actually the default setting of a drop down list. If
you select the other two settings, a different sublist is presented. The most useful is the ‘My Service Requests’ selection,
which presents all Siebel SRs that have you as the Owner. This is a much more manageable list. This list will have any
SR record with any Severity, any Status or any Substatus that has your Siebel account name in the Owner field. From
this list, you could quickly see all SRs you are currently working on.

In the left most selector, all available Siebel fields are in a scrollable dropdown list. Pick the Status’ field from the
dropdown:

Entitlement Status
SR#
Status

Summary

All
Account

Site

Last Name

Work Phone #
Owner

End Customer Email
SR Email Address
Severity

SR Account

Visible To

SPR #

VAR Organization
Quote Id v

In the right side edit control, enter ‘Pending’. Click the Go control (->). This list now shows all current Pending SRs (see
below). You could click on any subtab (view tab) to sort by that field. This list query facility is not intended for drill down
gueries. However, it is a quick way to get a fast snapshot of filtered SRs.

2 2,
2S SOLIDWORKS 46 DS DESSAULT | The 3DEXPERIENCE Company




All Service Requests across Organizations

Status Vv ||Pending @
New Entitlement Sta: SR # Status Summary Account Site
O 1-1218557116  Pending build up the funtion to analyze th...
O 1-1273701992  Pending General Notes - Bullets and Num_.. Solidcore Desi.. McKinney
1-13253772391 Pending INVOICE 2250184CRM - PO :VAD...
1-1341474791 Pending Shell Mesh fails to appear for a p.. Computer-Aide.. Peabody
O 1-1521352320 Pending nonlinear analyses in general fail.. Humanscale New York
O 1-11621766042 Pending There should be an authomatic t... Mecalbi Activi.. Castelo Branco
O 1-18915133181 Pending Revision Details Vulkan do Bras... Barueri
1-20587942731 Pending #<DOS>#90VAR change from Tri.. US MARINEC.. ALBANY,GA - ..
O 1-20536169461 Pending Part Stuck In Wireframe After An.. Valley Box El Cajon

2.7. Exporting Query Results

The Siebel CC allows users to export data. You can do this by selecting the data to extract and the formatting of the
extract. Once extracted, you can use a tool like MS Excel® to analyze the data, compute metrics and do other related
tasks. [TIP: your time zone setting will affect the date time stamps on your exported data. You may need to change your
time zone before you run your query and export the data.]
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The first step is to select the data for an extract. In our context, the TSE runs a query to generate an SR list. For
example, you might want to extract and analyze all of the SRs you handled last year. You would either construct such a
guery on the fly, or run an existing customized query. When the results from your query are listed as SR records, the next
step would be to left click on the Gear control and select Export at the bottom of the scrollable dropdown list:

e ] Q o 1-100f 10+

Save List
sed Select All [Ctrl+A]

Change Records...

Invert Selection

Columns Displayed [Ctrl+Shift+K

2/2019 Advanced Sort [Ctrl+Shift+0]

Export...

Make Available Offline
Make Unavailable Offline

When you click Export, Siebel presents a dialog box for you to characterize the data extract, as shown here:
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Export

‘ Rows to Export: @ All Rows In Current Query
¢ O Only Current Row
Columns To Export: O All
| ® Visible Columns
i Output Format: @ Tab Delimited Text File !
O comma Separated Text File
OHTML
O Text File With Delimiter. | |

Rows to Export: You can select All Rows listed, or only the Current Row.

Columns to Export: You can select Visible Columns listed, or All Columns. Recall that your view of the data is a
customized snapshot. Selecting All Columns will include all of the columns in the data set, not just those you can see.

Output Format: Siebel will extract the data in a text file, in a variety of formats. The delimiters separate the field text
data in definable columns. The most common file delimiter is Comma Separated Values (CSV). Each field data item is
appended with a comma. The tab character is also used as a field delimiter, but the tab character is a non-printing control
character. When you open a text file with tab field delimiters, the tool you use to open the file will interpret the tab
character in its own defined way. You can even select your own Delimiter character; however, this feature is for experts
with specific needs. You can also extract your data as HTML; this option will create a web page with your data that you
can view with a browser. Typically, you will export the data for analyzing with Excel, and Tab or Comma Delimiters will
work for that. Since CSV files should only have printable characters, you should select the Comma Separated Text File
option. With this option, Siebel will output a ‘csV’ text file.
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After you choose your options, click the ‘Next’ button. Siebel will present a common Windows dialog box with the default
name of the file: ‘output.csv’, as shown here:

Opening output.CSV X

You have chosen to open:

EJ output.CSV

which is: Microsoft Excel Comma Separated Values File (216 KB)
from: http://swsiebel.solidworks.com

What should Firefox do with this file?

h | Microsoft Excel (default) v

(O Save File

[J Do this automatically for files like this from now on.

You can open the file with Excel (or any text editor), or save it to a default location. The file is a text file in CSV format. It
is not yet an Excel file, but Excel knows how to read it. Below is a sample of a CSV file opened in Excel:

A B & U E F G
New Entitlemer SR # Status Summary Account Site Las
Active 1-2069282 Open Will incorr Greg Hens| Bath Zal

Active 1-2068031 Open Both studii Craig Engir Santa Bark Dal
Active 1-2064542 Closed please add Par-Kan  Silver Lake Ha
Active 1-2063051 Closed Split from Kelley Engi Gretna Oa
Active 1-2060683 Closed Crashes wl Kelley Engi Gretna Oa

1-2060808 Closed Follow-un issue to SR 1-2055078 Gel

N A W N
> < z < < <
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If you open it with Excel, you can format it as you need and save it as an Excel file (‘.xIsx’). Once the CSV file is
converted to an Excel file, you can do your analysis and generate metrics on it. This is an advanced topic beyond the
scope of this Quick Start Guide.

If you did the extract as an HTML file, it will be saved with the default filename ‘output.html’. It will already be formatted,
clickable and viewable as a web page, as shown in this sample:

New Fnttiement SR # Status Summary Account Site Last D
Status

Will incorrect Gre

Y |Active 1-20692823922 | Open interferences be detected g Bath Zalys
: o : Henshaw
in Flow/Simulation?
Both studies in the
attached assembly ("CF

Y |Active 1-20680312151 |Open ROOESEDASM .) Faa Cralg : Santa Barbara Dark
fixture transfer failure for |Engineering
the "Use Reference
Geometry" fixture.

Y |Active 1-20645425241 | Closed Ll) lﬁa;; 4de foSEE Par-Kan Silver Lake Haywi¢

Close the Export dialog box when you are done.

2.8.  Auto Close Date and More Query Options

You will find that the Auto Close Date: field is a very useful one. Sometimes you may resolve an SR and update its
status and send a note (via the Activities tab) to the VAR or even the customer. You have indicated in your
communication that the issue is resolved but you will not set the Status field to Closed until you hear back from the VAR
or customer. In this scenario, you would set the Auto Close Date: field to five days in the future, as shown here:

Auto Close Date: |=today() + 5 =
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Another option for you is the date-time picker associated with the field. Click on it’s control and then point and click to set
the date:

5

12

19| *4 21

261 27128

12:00:00 AM

Siebel will schedule the SR status to change to Closed based on the date value you entered. When that date is hit, Siebel
will change the status and automatically send an email notice to the VAR contact defined in the SR Email Address field.
This is a handy way for you not to have to remember all the SRs that you have waiting on the VAR or customer to
acknowledge.

When you set an SR to the “Waiting on Customer” or “Resolved” substatuses, Siebel will automatically populate the “Auto
Close Date” of the SR to be seven days from the current day. What this means is that unless the status / substatus of the
SR is changed within those seven days, the Siebel CC will close the SR automatically. This is described in more detail in
Section 4.3 on the SR Workflow.

2 P
2S SOLIDWORKS 52 DSSD‘TSSTSE%’,:!-S"' | The 3DEXPERIENCE Company




As a TSE, you can also use the Siebel query features to handle a variety of situations. Sometimes SRs can be
miscategorized because of simple spelling mistakes, miscommunication, or even lack of understanding on the part of the
VAR or the customer. If you come across an SR that seems miscategorized, you can use queries to try to find an answer.

For example, an SR may refer to a legacy product, with names that are no longer current. If the Group field is set to
Simulation, that affects the display in the Area field. There are legacy names in that dropdown list that you might see in
an SR, or you might need to find in an SR, such as COSMOSEMS or COSMOSM, as shown here:

Area: v
Flow Simulation

Motion

Plastics

Services

Simulation
Sustainability
COSMOSDesignSTAR
COSMOSEMS
COSMOSM

You can do a broad query using the LIKE operator, which will search for any combination that matches without regard to
upper or lower case, etc., for example Group: (LIKE “sim”) and Area: (LIKE “cos”).

Another common scenario is to query for all non-closed SRs under the Technical Support group that were opened more
than a week ago. You need to specify NOT=Closed AND NOT=Cancelled in the Status: field, as shown here:
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Status:x [NOT=Closed AND NOT=Cai| ¥

Substatus:x 4
Incident Type: v Agent Opened:x |> today() -7 =)
Owner: <] Auto Close Date: <)
Group:* |"Technical Support” v Agent Closed: =

The record count for this query when run was 683 SRs, representing an active work list for the entire Technical Support
team. This is a query scenario that ought to be saved in your list of custom queries.

2.9. Modifying Default Tab Queries

Remember whenever you click on a Siebel tab, a default query for that tab is executed. The most salient example is
clicking on the Service tab. Siebel is a very flexible, full featured CRM. As a Siebel user, you can take advantage of this

flexibility by customizing default tab queries. The concept is simple: you pick a customized query from your queries list
and assign it to the screen’s tab view in question.

Navigate to the Siebel application-level menu (top menu) and select Tools and then select User Preferences (Tools >
User Preferences), as shown here:
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Tools Help

Advanced Sort... [Ctrl+Shift+0]

Communications

User Preferences

This brings up your User Profile screen. On the link bar, click Default Queries from the submenu (second level view bar):

W Enhancement Request Survey @ Home Bl Accounts

Profile =~ Tablayout Behavior Default Queries Outbound

v

User Profile

Change Password

You will land on the Screen and Screen View pages that allow you to assign a default query. The Screen list of Screen
Names is an ordered list. First, you need to find the Screen Name you want to modify by clicking on the navigation control
(highlighted with the red arrow below), until you come to the sublist you need.
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Profile TablLayout Behavior Default Queries Outbound Communications Spelling Change Password

Screen

Screen Name

Accounts

Activities

Administration - Alert
Administration - Application
Administration - Communications
Administration - Solution
Administration - Training
Administration - User
Agreements

Alerts
M 4« N

Next record set

Pick the Screen Name you want to work with. In this example, we selected the Service Requests Screen Name. This will
present a list of its associated Screen View names. The Screen View page has the Default Query fields. Click on the bar
to the right of your desired View Name, which in this example is My Service Requests, as shown below:
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Service Requests

SmartScripts
Solutions
SR Customer Survey

Usage Accelerator

M 4 N

Screen View

View Name Default Query
All Service Requests ac...

All Service Requests

Explorer

My Service Requests

This opens an edit control. Enter a value or click on the select control on the extreme right of the edit control:

2l

My Service R...

This will launch a Pick Query dialog box with a list of your associated defined queries, as shown below:
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Pick Query

Q ‘Query ‘VH ‘ @ 1-100f 10+

Query

**All Service Requests
*All SRs

My 2019 SRs

ANick

*Nick NonClosed

All Incidents

All Known Errors

All Problems
Available Offline

Closed in Last 30 Days

M 4 » M

Click your desired query name to highlight it, and then click OK to set the default query:

My Service Requests [**My 2019 SRs|

When you click the menu control and then click Save Record, or enter ‘CRTL+S’ at the keyboard, your assignment of the
default query to the Screen Name will be complete. When you revisit the Screen View page, your Default Query assigned
name will be shown.

2 2,
2S SOLIDWORKS 58 DSSDL?SSTSE%":!-; | The 3DEXPERIENCE Company




3. Navigation: Ul Elements and Traversals

3.1. Navigation Elements

In the context of an enterprise CRM software application like Siebel, navigation is the means for the user, you as a TSE,
to interact with the software to handle SRs, find and update records, communicate with VARs and customers, and resolve
issues. The medium for this interaction is the User Interface (Ul). When you work with Siebel to access records and
attachments, to communicate, and to update records, you are using the Ul to traverse the spectrum of its capabilities.
These traversals comprise the User Experience (UX). The Ul is a software layer with the means for users to interact,
and the UX is the process of that interaction.

Siebel has a full palette of Ul controls and mechanisms for you to find SRs, edit and update the records and attachments,
participate in the application workflow, and to come to a resolution. Consider the main Siebel starting screen:

|Dehult N < O 2

o Enhancement Request Survey A Home 0 Accounts @ Contacts Assets e Service 0 Calendar e SPR 0 Solutions G Activities e Solution Administration E-l

Welcome Back Today is Tuesday, February 19, 2019 13:30:41.

(GMT-08:00) Pacific Time (US & Canada)

Activities ‘ Quotes

Service Requests . My Solutions

A v
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It has a Graphical User Interface (GUI) accessible with a keyboard and mouse. It is packed with many different types of
controls to give you the means to do your work. Consider the same GUI image with red arrows highlighting the different

types of user controls:
Application Menus
Advanced Search & Selector\
File Edit View Navigate Query Tools Help v |Defau|t V

® 8B & B S
SEEE T 5% ewmmmm— Application Toolbar Icons

Home:

e Enhancement Request Survey Accounts Contacts Assets e Service Calendar e SPR e Solutions Activities e Solution Administration

Welcome Back Today is Tuesday, February 19, 2019 13:30:41.

(GMT-08:00) Pacific Time (US & Canada)
Screen Tabs
Quotes

‘ Activities

‘ My Beta Service Requests

Hypertext Links

‘ Service Requests ‘ My Solutions

A v

In the top left corner of the banner is a set of menus, which are only visible when the Application Menu control is clicked.
On the banner’s right is an advanced find edit control with a selector control. Below those elements is a set of Application
Toolbar icon controls. Below that is a row of Screen Tabs. In the main view are circles with hyperlinks to navigate to
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important functions. They will have counts of current items assigned to you (for example, Service Requests). Clicking on
any of these Ul elements will start important functionalities. We will examine all of these user controls here in the guide.

The Siebel CC Ul has additional user controls. Recall from the first section that if you click on an SR in a list, you will
open the Siebel record for the SR. If you then click on the Activities Screen Tab, it will open the Activity Page view, which
has another lower row of View Tabs, as shown here:

QOEBS -8k

Activity:
e Enhancement Request Survey 6 Home Accounts Contacts Assets |
Activity List
v
Activity
* 2 v
View Tabs

Attachments [BYileiEalslie)

Attachments
@ New File  View Files o 3 @
Attachment Na Size (In Bytes) Type Modified Update File Comments
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There are several selectable views that have an additional row of clickable View Tabs, each with expanded functionality.

When you examine any list of SRs in Siebel, you are actually only viewing a subset of the list. The Ul has controls that
allow you to move forward and backward though this list. These controls are in a central area just below your view of the
list. In the example below, the Service tab view has a list of SRs, and the controls are placed just above the lower row of
View Tabs, as highlighted with the red rectangle:

[l 1-20747738.. Closed Technical Support questions. Revolution R.. Carrolltc
O 1-20748779.. Open Need the database table inf_. Javelin Tech_. Oakville
1-20748623.. Open VAR change for Support

X A V9V ¥

Activities Attachments Audit Tral SPRs Related SRs Solutions VAR Survey

Clicking on these intuitive controls allows you to view predecessor or successor members of the list, as explained below:

Button Description
= Navigates to the first record set.
A Navigates to the previous record set.
v Navigates to the next record set.
- Navigates to the last record set.
Note:

There is no Go to First record or Go to Last record navigation option. It is recommended that you use
Search to reduce data sets.
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When you view or edit an SR record in Siebel, there are edit controls on-screen to assist you. We saw some of these edit
controls in the first section. They are contained in the Siebel List and Form Toolbar, for example:

4+ @ Q & 4 230f32+ P 7

The actual controls or buttons displayed will vary depending on the tab view and record you are editing. Note the numeric
list count with left < (previous) and right > (next) controls. Here is the Siebel toolbar taxonomy:

Button Description
O The Cogwheel icon accesses a menu of options that apply to the active form, list, explorer view, or selected record
in a list. Using the options in the Cogwheel icon, you can perform actions such as copying, deleting, and advanced
sorting.
<+ The plus (+) icon creates a new record. In a list, clicking this icon inserts a new row at the top of the list so you can
create a record. In a form, clicking this icon displays a form with empty fields that you can fill in to create a record.
4 The double plus (++) icon adds an existing record.

The arrow-pointing-to-a-box icon saves the selected record.

S

. The arrow-pointing-up-and-back icon cancels modifications to the selected record.

] The Trash Can icon deletes the selected record.

Q The Magnifying Glass icon starts a query in a form or list so that you can specify query criteria.
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Finally, we noted the top level (banner) Siebel Application Menu. The last menu item in that row is ‘Help’. Siebel has its
own help system which you may find useful. Click on it to select and navigate to the help section you need to explore, as
shown here:

@ File Edit View Navigate Query Tools Help

Contents [Ctrl+H]

Technical Support... [Ctri+Alt+J]

ement Request Survey @ Home i) Ad

_ Suggestion Box
Explorer Service Request Charts

About Record... [Ctrl+Alt+K]
Requests

About View. ..

About Repository
Entitlement S SR # Status

About Siebel...

O 1-20748771.. Open

3.2. Siebel CC Tab Survey With Some Common Tab Scenarios

This section has a list of Siebel Screen Tabs and information about their relevance to you as a TSE. The most often used
View Tabs are also listed. We then have three typical tab use scenarios of particular interest to TSEs.
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3.2.1. Tab Survey

When you launch Siebel you come to the Home tab and page. Itis on the first level row of Screen Tabs, each with major
user functions. The tabs shown vary depending on your login and permissions, your screen resolution and mode of
display, and any customizations (explained later in this guide). You may only see a partial list of available tabs. On the
right end of the First Level View Bar is a clickable control (V) to show a dropdown list of the other available tabs , as
shown here:

Home

e Enhancement Request Survey Accounts @ Contacts Assets Q Service Calendar QSPR

{ Solutions

Activities
|
Solution Administration

Welcome Back Today is Thursday, February 21, 2019 10:04:04. Service Analytics
(GMT-08:00) Pacific Time (US & Canada) SR Customer Survey

| Solutions Translations

‘ OneSearch
. Activities . Quotes My Beta Service kequests I

The following chart shows the main Screen Tabs and their functionality. As a TSE, you will use some of these tabs more
than others.

Screen Tab TSE Use / Notes
Enhancement Request Survey Not used by TSEs
Home Default landing page with links to main functionality
Accounts Detailed information about VARS, useful for contact data, etc.
Contacts Detailed information about customers, useful for contact data, etc.
Assets Information about product serial numbers and licensing status
Service Almost everything about SRs is found or added here; many TSEs use a default
guery to make this tab their landing page
Calendar Useful for organizing and scheduling
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SPR Owned by R&D and QA; SPRs can be linked to SRs; useful information on product
defects and work arounds, and sometimes with customer data

Solutions Read-only data for searching and accessing Knowledge Base Solutions; can be
linked to SRs and referenced in an SR solution

Activities Communicate with customers and other stakeholders, also used to add and get
attachments for SRs

Solution Administration Used to create, edit and maintain Knowledge Base Solutions, with fine grained
controls tor determining visibility

Service Analytics Detailed comparative data on SRs and SR Workflows

SR Customer Survey Historical data on customer surveys and campaigns

Solutions Translations Useful for accessing Knowledge Base Solutions translated into another language.
Creation is always in English. Knowledge Base articles are translated as needed.

OneSearch A relatively new Siebel feature for general searches of Knowledge Base solutions
and SPRs

You may see additional tabs at a lower level when using Siebel. These secondary tabs are View Tabs. The presentation
of View Tabs is determined by the Screen Tab you just clicked and your ensuing actions. If you click on a current SR in a
list, you will open that SR in the Service tab page, with the editor active for the SR selected. Just above the editor is the
default row of View Tabs for that scenario, as shown here:

X A Vv ¥

Activities  Attachments  Audit Trail SPRs Related SRs  Solutions VAR Survey

A

SR # [1-20760149755 End Account |Fulfil Solutions

The following chart shows the main View Tabs and their functionality. As a TSE, you will use some of these tabs more
than others.
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View Tab TSE Use / Notes

More Info Heavily used by TSEs, with additional fields with key SR related data

Activities You will use this tab page when you need to communicate with VARs and
customers. A common scenario is described later in this guide.

Attachments You use this tab page to add or get attachments related to the SR. These

attachments include problem setup steps, instructions, images, test, debug and
runtime data, etc. A common scenario is described later in this guide.

Audit Trail Detailed information about SR work flows and history.

SPRs You will use this page to add an SPR link to the SR, or to see this link if it is already
there.

Related SRs Your SR may have related issues covered by other SRs, or you may need to view or
add such a link.

Solutions You may want to view a Knowledge Base solution related to your SR, or add a link
for a new solution.

VAR Survey If there is a VAR survey associated with an SR, the survey data will be on this page.

This page will always be read-only to you.

3.2.2. Lookup Customer Contact Information Scenario

You may be assigned a new SR and when you examine it you find there is missing information in the problem description
or there is some other issue requiring clarification before you can proceed. Or you suspect the SR might be even be
assigned to the wrong group. But there is no information in the SR about how to contact the end user.

This is a very typical scenario. Here is a recent Open SR with a view of the More Info tab. It has a customer name, but it
has no customer contact information. In the example below, the customer name is the End Account field with the red
rectangle around it. The red arrow points to the customer contact email address which is ‘grayed-out’ because you can
not add or edit a value there. More imporantly, this field is blank, since that data was not entered when the SR was
created.
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Activities Attachments Audit Trail SPRs Related SRs Solutions VAR Survey

+ @
SR # [1-20770133170 End Account [Trantham Kaiser LLC | &
Serial # 9000022889694326SI[ | & End Site |Marion
Entitlement Status [l |Active v &y

Product [SOLIDWORKS Premiur | [@
v /

In this scenario, you need to copy the the End Account name and then click on the Contacts tab. When you land on the
Contacts tab page, you select the Account fiield from the drop down control, and then paste the account name in the find
field, as shown here:

Zontact:

e Enhancement Request Survey 6 Home Accounts m® Contacts

Contacts List

]AII Contacts Across Organizations v |

BEHList W Map

RTBF |Account Vv | Trantham Kaiser LLC @

New Last Name First Name Middle Name Mr/Ms Work Phone # J¢

When you click the Go control (—), Siebel will find the account and display all the customer contact information
associated with the account. Since the account is Active, the information retrieved will be current, as shown here:
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Contact

e Enhancement Request Survey 6 Home Accounts B Contacts Assets 6 Service Calendar e SPR e Solutions Activities e Solution Administrati

Contacts List

5 o
‘AII Contacts Across Organizations v‘ st W Map < Card + i Q Fo
RTBF ‘Account l ~ I ITramham Kaiser LLC ‘ @
New Last Namea ¥ First Name Middle Name Mr/Ms Work Phone # Job Title Email Alternate Email Account Site Account Type  Organization Login P
Kaiser Brent (772) 888-5706 Executive brkaiser@yaho... Trantham Kais.. Lakeside Marbl.. Prospect Solidworks BRK-20
Kaiser Brent (740) 751-4216  Manager tranthamkaiser... Trantham Kais.. Marion Commercial Solidworks
Kaiser Sharlyn (419) 797-6624 sharlynftk@ya... Trantham Kais.. Lakeside Marbl.. Prospect Solidworks

| [

Contact Detail + @ €« Q & 1of3
Last Namex ‘Kaiser ‘ Work Phone # ‘(772) 888-5706 | | ‘ v ‘ Account ‘Trantham Kaiser LLC |
First Namex ‘Brem | Address Line 1 lLakeside Marblehead |& Country |USA ‘V ‘ Site ‘Lakeside Marblehead |

‘ ‘ [ l State |OH ‘V ‘ Account Type ’Prospect {V |

Job Title {Executwe ‘ ZIP ‘43440 | City |Lake5|de Marblehead ‘ Email* |brkaiser@yahoo.com ‘
| | | |

|

With this data, you can email the customer’s contact person, or even place a call. Note also that the VAR for this account
is also shown. After you initiate the contact, you will probably go back to the SR and change its status to Pending,
indicating that you have started working on the SR but are waiting for further information.

Organization | Solidworks ’ &

3.2.3. Lookup Customer / VAR Case History Scenario

There might be occasions where you need to look at the case history of a customer or VAR. Perhaps a current SR is a
variant of a repeated issue for the VAR or customer. It might mean a customer that is not fully trained, or a VAR who
does not have a complete understanding of a customer’s needs. Or you might want to see what other steps have been
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undertaken for a VAR or customer. You might even want to know how many and what kind of active SRs the VAR has
submitted.

To examine this kind of data you need to land on the Accounts tab page. Click on the Accounts tab. Select ‘Name’ from
the Accounts List dropdown selector:

Account:

Q Enhancement Request Survey 6 Home #8 Accounts Contacts Asset

Account Explorer Accounts List = All Partners across Organizations - Read Only
New

Name

1 &
Site View to display All Accounts Across Organization |
Phone i Organization AssignmentF Direct Bill To

Main Phone # ,
. 693-9.. Solidworks Central Mid ..
Organization ‘
)5483.. Solidworks Pacific - Nort... N
Assignment Rules )
Solidworks N
Direct Bill To 811-3. COFFEE Gm.. GERMANY-ME N

In the adjacent find control, type in the name of the VAR you want to examine. If you are not sure of the exact name in
Siebel, use a LIKE search operator, as shown here:

Name v [Like TriMech* ©)

Click the Go control (—) and the VAR’s account Accounts status will be shown. If you want to know how many records
are associated with the VAR get the record count. Here is an example result:
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Account:

e Enhancement Request Survey

Account Explorer = Accounts List

6 Home 8 Accounts

All Partners across Organizations - Read Only

IAII Accounts Across Organizations |

Name v | LIKE TriMech* ©)
New Name Site Main Phone # Organization AssignmentF Direct B
'-a Trimech Atlanta | N
Trimech Baltimore Record Count N
Trimech Boston ‘ N
. There are 83 records in your query for Accounts
Trimech Charlotte N
Tri h Chi ‘ N
rimec| ina
Trimech Columbia N
\ .
Trimech Columbia TriMech Sol_. South East N

From this list you can find a specific site, then find specific SRs and check the additional data in the More Info, Activities,

Assets, and Attachments View Tabs.

For example, if you want to check the progress of the SR and see the VAR’s approach, click on the Activities tab. This is
where communication with the VAR and the customer occurs, and there is a record of all interations, allowing you to see
what has transpired. You can enter a text control to fill out an email message to the VAR, as shown below:
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Activity J

Typex Notes v Created By |AAOYAMA

Show Customer [ | Private []

[Internal note] SR being kept open until feedback from
member of R&D is obtained after he returns from vacation.
No action needed until then, as SPR has already been filed
for issue.

Comment

Note that the message is checked as ‘Private’ and that ‘Show Customer’ is unchecked. Marking the message as Private
makes it an internal note visible only to TSEs and not to VARs. The Show Customer checkbox enables the customer to
be able to see the message if it is checked.

The Activities tab page keeps a list with links to all internal notes and all correspondence. You can examine the list to
trace the events for a particular issue and VAR. This is essential for resolving complex issues. An example of this list is
shown here:

More Info Attachments  Audit Tral SPRs Related SRs Solutions VAR Survey

Activities + @ Q@ & 1909 .7

| M| | @

New Show Customel Type Comments Start Actual Start
Notes [Internal note] SR 2/22/2019 10:14:13 AM

Web Update Hi Sebastian, Tha 2/19/2019 04:44:23 PM
Web Update Hi Aaron, thank y« 2/19/2019 07:17:21 AM
Web Update Hi Sebastian, | pe 2/15/2019 04:38:21 PM
Email - Inbound  Hi Aaron, | doubt 2/15/2019 04:37:34 PM
Email - Outbou... HiDr. Hossein, I h 2/15/2019 03:55:53 PM

Email - Outbou... HiDr. Mehrdad, | 2/14/2019 12:09:22 PM
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The Attachments View Tab is a collection of file based elements added by either the VAR or the TSE. This could be an
Rx snapshot, set up instructions, run time data, debug information, screen snaps, and even video content. You click on
the links to down-load and examine the attachments. You use the edit controls to upload new content. Remember that
this feature is size constrained. You also have controls to govern who sees each attachment. For extremely large files,
use the Dassault file transfer mechanism to share content. An example of the Attachments Tab page is shown here:

More Info  Activities Audit Trail SPRs Related SRs  Solutions VAR Survey

Attachments
View Files Vi @
Attachment Na Size (In Bytes) Type Modified Show VAR Show Custome Update File Comments
300series-Dyn... 325,297 DAT 2/13/2019 05:00:21 AM
300series-Fre... 627,644 DAT 2/13/2019 05:00:35 AM
300series-Stat... 627,714 DAT 2/13/2019 05:01:11 AM
Cabinet 11,417,514 zip 2/13/2019 04:54:20 AM

3.2.4. View Assets of Customer / Account Scenario

Some customers may have mulitple licenses for the same SOLIDWORKS products, or for several products. Some of
these licenses may be active, others not. You may need to know some of these details when working to resolve an issue.
Siebel has consolidated this kind of related information on the Siebel Assets tab.

Click on the Siebel Assets tab to navigate to the Assets tab page.
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Asset

6 Enhancement Request Survey

6 Home Accounts Contacts

v
| All Assets Across Organizations = |

| M ' ®

Asset # Serial # Seat ID Asset Description  Original Order Organization SWV

1-79662918 90100094895534.. 416920 ENTR* 1-79661479 Solidline AG

1-79730758 416911 1-79607794 DISEGNO SOFT

1-81438136 417361 ‘ Iitions E ...
Record Count |

1-84808384 418570 itions E_..

1-88014565 420710 ‘ iitions 3D
There are 5165041 records in your query for Assets :

1-88014567 420711 litions 3D

1-40457829 383620 ‘ lided Te..

1-40457831 383621 ENTR* 1-40456566 Computer Aided Te...

When you land on this page, it lists ALL ASSETS for ALL customers world-wide. In this display, we see over 5 million
records. To efficiently search Assets, you will need some key information, such as the Serial Number (the actual

credential for the license), the VAR, the Product, and possibly even contacts. Of course, as noted earlier in this guide,
you can create a custom query to present a list of only those assets for your own areas of expertise and responsibility.

There are many data points of concern when looking at assets. Each asset has a unique ID (record identifier). Assets
may or may not have a serial number. A license serial number can refer to many assets. The order number and part
number fields can be useful, but not to everyone. The status field is crucial. An Active license means the asset is current
and the customer is always eligible for support.

The drop down selector has fields you can use for refining your search, as shown here:
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| v ®

~
Asset # Seat ID

Asset!
Serial # Asset Management - Assets Across Org |
95534.. 416920 ENTR*
Seat ID \
Asset Description 416911
Original Order 417361
Organization
- 418570
SW Visible To
Product 4210
Part # 420711
SW Entimnt End Date 383620
Install Date
383621 ENTR*
Status
Upgrade Kit Required 383622
Remove From Subs Tod 409532

Desired End Date |
End Date

Comments

Registration Code v

Enter search values in the adjacent find control to further refine the list of assets.

You can use the varioius View Tabs to dig deeper into the issue once you have found the asset you are looking for:

Service Components Notes Attachments
Get License Synchronize with Activation

Asset #x |1-79662918 Serial # |9010009489553460F33.
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3.3. Siebel CC View Customization

As a user of Siebel, you have fine grained control over how data is displayed in your work environment. Here are Ul
elements that you can control:

e Selecting Columns Displayed
e Changing Column Order
e Adjusting Column Width

3.3.1. Selecting Columns Displayed

You can configure the columns of data displayed in your Siebel Ul. The Siebel CC uses an Oracle enterprise relational
database as its repository. A relational database stores data in tables, a two-dimensional structure. A table consists of
columns, or fields, of distinct data, and instances of data referred to as records or rows. Each record or row has a data
storage item for every column defined in the table. A relational database is a collection of tables that can be related to
each other to capture and represent needed information based on an organizing principle. The organizing principle for the
Siebel CC is the Service Request. When you click on a tab and view its data, you see one or more records or rows of
data with the named columns shown vertically.

A tab’s view is a subset of the data. Not all columns are displayed. However, you can decide for yourself which columns
are shown in your view of the tab’s data. Remember that each tab has its own data configuration. So you can configure
and select what columns to view on a per tab basis. Selecting a column for one tab’s view will NOT affect the column’s
display in another tab’s view. Also, it is important to stress the risk involved in this capability. You may add superfluous
data to a view that only distracts, or you might exclude data that is crucial from a view. If you are uncertain, discuss your
tab display options with your mentor, your peers, and your manager. You can always undo any display choice, as
changing a view of the data does NOT change the data itself.
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To start, first click on the tab you want to configure, such as the Service tab. Then use the ‘CTRL+SHIFT+K’ shortcut or
go to the top level Siebel CC Application Menu and select View > Columns Displayed, as shown here:

File Edit View Navigate Query Tools Help

Columns Displayed... [Ctri+Shift+K]

Application Menu

Contact

This activates a pop-up dialog box for you, with the column pick controls highlighted in a red rectangle, as shown here:

Columns Displayed

Available Columns Selected Columns

Area A p | |[New 2 =
Asset # Entitlement Status

Committed SR #

Opened Status

eMail Received From < Summary &
eMail MailBox Account

Revision Site

Service Pack Last Name

Address Work Phone #

Country P | Owner v
Subarea Closed

Product End Customer Email

Part # S SR Email Address

AA. 1L ) « fad L !

Reset Defaults
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In the scrollable list on the left are all available columns for the Service Tab page. In the scrollable list on the right are all
the currently configured columns for the Service Tab page. To add a new column to the view, click on its name in the
Available Columns list on the left. When the desired column name is highlighted, click the move control (>) to add it to the
Selected Columns list. You can highlight several columns for simultaneous moves. When you click the Save button, your
Siebel CC’s Service Tab page will now have the data for the added column. The >> and << controls are for moving ALL
columns.

You can also do the reverse by selecting a column from the Selected Columns list so that it is highlighted, then clicking
the move back control (<) and then clicking the Save button. The Restore Defaults button will reset the Tab’s column
display to how it was configured when you first got your Siebel CC account. If you make a wrong change, click the Cancel
button.

As a comparison, here is the pop-up menu for configuring the columns displayed on the Assets tab page:

J Columns Displayed

Available Columns

Selected Columns

Asset # 2

Account =
Employees Serial #
Industry Seat ID
Product Designed Asset Description
Windows Version Original Order -~
PC Type Organization
Video Card SW Visible To
RAM Product
Processor Part #
Product Usage Locatior SW Entlmnt End Date V.
Qty Install Date
Status
Upgrade Kit Required
I . DGR AVIURSRY W MR, SRS | !

«
Reset Defaults
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3.3.2. Changing Column Order

The ordering of a tab view’s columns allows you to gather together related columns important to you. Column order is
perceived as left to right. There are two ways for you to change a tab’s column order. Remember that these settings are
per tab, and changing their order of display does not change the data, only your view of it.

The first method we glimpsed in the previous section. Select the Service tab. Select the Application Menu View >
Columns Displayed (or use the ‘CTRL+SHIFT+K’ shortcut). This activates a pop-up dialog box for you, as shown here
with the column ordering controls highlighted with a red rectangle:

Columns Displayed

Available Columns Selected Columns

Area i p |New s =
Asset # Entitlement Status

Committed SR #

Opened Status

eMail Received From < Summary &
eMail MailBox Account

Revision Site

Service Pack Last Name

Address Work Phone #

Country » | Owner v
Subarea Closed

Product End Customer Email

Part # S SR Email Address

SR L « ol L !

Reset Defaults
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Change the column order in the Selected Columns scrollable list by moving highlighted column names up (to the left) or
down (to the right). If you highlight a name and click the up control, it moves the column up above its predecessor (to the
left of it in the display). Clicking the down control moves the column name below its successor (to the right of it in the
display). Several columns can be highlighted and moved this way. Clicking the up-most and bottom-most controls for a
highlighted column moves it to the left-most or right-most position in the tab column display. Remember to click the Save
button to capture your ordering configuration permanently.

The other way to change column order is intuitive and simple. Click on the tab to get its view displayed. Left-click on the
desired column name, keeping the mouse button down. This will highlight the column name and grab the entire column
and make it moveable. While still holding the left mouse button down, drag the column (i.e.: the mouse) to the left or right
to position it where you want. Then let go of the left-mouse button. Siebel will reposition the column and its data to that
place. Below is the same two rows of data, with a ‘before’ and ‘after’ column move operation:

Before Column Move:

v <,

New Entitlement S SR # Status Summary Account Site Last Name Owner
1] 1-20781244 ... Closed Asset with this SN has alrea... Riverbend Fa... Waldheim Generic th EREYES
1-20781281.. Open Account Change Request SR.. SRS Power Melbourne Bakhshi NLOMBARDO

After Column Move:

New Entitlement S SR # Status Owner Summary Account Site Last Name
O 1-20781244.. Closed EREYES Asset with this SN has alrea... Riverbend Fa.. Waldheim Generic Cust...
1-20781281... Open NLOMBARDO Account Change Request SR... SRS Power Melbourne Bakhshi
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3.3.3. Adjusting Column Width

You may have noticed in your various tab page views that columns have different widths, or that the width of some
columns is not sufficient to show all the data there. Remember that the display of the data is independent of the data
itself. This principle means that you can alter the display of your data without changing the data. In practice, this means
that you can alter the width of any column on any tab page in the Siebel CC.

For example, consider the Service tab page. The Summary column width is insufficient to show all of its contents, as
illustrated below:

SR# Status Summary Account
1-20785218... Open Jovil Mfg.
1-20785741.. Open Customer Portal Registratio... Miltec Rapid ...
1-20785425.. Open Can | run SW Electrical with . Jovil Mfg.
1-20784368... Closed Winchester School installati...

To alter this display, use the common mouse interface to expand the column width. Mouse over the Summary column
name to its right side or left side edge until you see the mouse icon change to <-||->. Press and hold the mouse’s left click
button. This allows you to move the column edge left or right to expand (or contract) the column width. When you have
the column width adjusted to what you need, release the mouse down (unclick the left mouse button). Siebel rearranges
the display with the new column width, as illustrated here:

SR# Status Summary Account
1-20785218.. Open Jovil Mfg.
1-20785741.. Open Customer Portal Registration - Asset Account /.. Miltec Rapid ...
1-20785425.. Open Can | run SW Electrical with this serial number?  Jovil Mfg.
1-20784368.. Closed Winchester School installation question

This change will persist when you click on another tab and then return to the Service tab page.
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3.3.4. Sorting Columns

Siebel allows you to sort on a column in any tab page’s view. However, there are two caveats you need to be aware of
before attempting this. First, only do a column sort on your own subset of data. Siebel’s default mode is to show all SRs
across all all organizations. This constitutes many millions of records, and a sort of that size will take considerable time.
Siebel will appear to be ‘hung’ and not responding. When you are in this mode, Siebel always displays this fact in the
upper left part of the display area:

]AII Service Requests across Organizations v‘

Do NOT attempt a column sort when you see this mode. Change the mode to viewing your service requests:

| My Service Requests ||

Column sorts of a relatively small subset of data will be speedy with no noticeable delays. The second caveat is that
column sorting is not persistent. When you change views and then return, the column sort will not be there. You can
create custom queries that will sort SRs, and this query’s definition is persistent. But again, when you change views, the
sort order is lost until you re-run your defined query.

That said, you may find that you need to do a sort on a working set of SRs. Perhaps you have have dozens of assigned
SRs. You need to know at a glance which SRs you have started working on and which you have not handled yet. Sorting
on the Status column will help you. When you left click on the column’s name, the column controls appear:

The up control means Sort Ascending, and the down control means Sort Descending. Ascending or descending refers to

Sort Order, which is an alphanumeric criteria. Ascending means sorting from a lower value to a higher value, and
descening means sorting from higher value to a lower value.
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If you click the down arrow, the column is sorted in descending order:

. SR# Statusv
1-20127751.. Pending
1-20127751.. Pending
1-20127780.. Open

If you click the up arrow, the column is sorted in ascending order:

SR# Statusa
1-20127780.. Open
1-20127751.. Pending
1-20127751.. Pending

Note that when the sort is completed, the control icon is added to the column name as an indicator that a sort operation
has been done. Once more, changing the view of the data does not change the data itself. When you click on another
tab and return, the sorting will not persist.

3.3.5. Locking Columns

The Siebel CC has additional Ul features to help make your work easier. One of these features is column locking. Most
columns in most tab view pages can be locked by choice. This Ul lock does not alter the data or affect its writeable state
in the underlying Oracle database. The Ul lock fixes the column’s position in the Ul display to affect horizontal scrolling.
To enable this feature, you might need to move the columns you want to lock to the left most position in the display. This
is not required, but it makes the display more understandable. When locked, the horizontal scroll bar will leave the locked
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columns and their data in place and allow you to use the horizontal scrollbar to easily slide horizontally through the
unlocked columns.

To lock a column, left-click on the column name. This brings up the column controls group as previously discussed:
Note the lock icon on the right side of the column controls group. Mouse-over the lock icon and left-click on it. The

column will then have the lock icon adjacent to the column name in the display. Repeat this step for all columns you need
to lock. This indicates locked columns, as shown here:

| SR#@ Status@ Summary Account Site
1-20785984689 Open Undeliverable: 6 month terms_Andean_Cad Solutions ...
1-20786226001 Open The Account associated with this SN does not match .. Australian Fed.. Canberra
1-20786811756 Open ACR - Primus Metals

Horizontal scrolling will now slide through the unlocked columns to the right, as shown below:

SR#8 Status @ Account Site Last Name Owner Work Phone #

1-20785984689 Open
1-20786226001 Open Australian Fed.. Canberra Smiley RGOMEZ +02 6131 2694

120786811756 Open Zais AANTHONY (303) 3279918

To unlock a column, first reverse the horizontal scrolling by scrolling all the way to the left. Then mouse over the locked
column’s name and left click. You will see the column controls again, but now the unlock icon is on the right side:
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Left-click the unlock icon to remove the column lock. The column name now no longer has the lock icon. This is a very
easy to use feature than can be a real facilitator when you need to browse a lot of record data. Also note that the column

lock persists through tab view changes.

3.4. User Preferences

The Siebel CC is highly customizable for users. You can tailor your work environment to help you to focus and operate
with more efficiency. Here are some of the customizations that are available to you as a TSE:

e Editing the tab layout to setup hidden tabs and to show them as needed
e Changing tab order
e Changing your password

e Setting up and using default queries

3.4.1. Hidden Tabs

In its default mode, the Siebel CC has a large variety of tabs visible when you first log in. Section 3.2.1 of this guide
provided a summary of these tabs. In actual practice as a TSE, you will not have a use for some of these tabs. As such,
they become visual noise. Fortunately, the Siebel Ul provides the means for you to suppress the display of these tabs.

To hide a tab, first go to the top level Application Menu and select Tools > User Preferences, as shown below:
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Tools Help

Advanced Sort... [Ctrl+Shift+0]

Communications

User Preferences

You will land on your User Preferences page. Click on the Tab Layout tab to navigate to the Screen Tab Layout page, as
shown here:

Profile  Tab Layout = Behavior Default Queries  Outbound Communications |-

v
Screen Tab Layout
| M| | ®
Order Name Hide
1 Enhancement Request Survey
2 Home
3 Accounts
4 Contacts
5 Leads
6 Assets
7 Service
8 Calendar
9 SPR
10 Solutions
= A v b 4
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This view lists all Siebel tab pages, in groups of 10. The up and down controls allow you to page through the list. Each
tab has a checkbox field in the Hide column. To hide a Screen Tab, simply check the Hide box. As a TSE you will
probably never use the Enhancement Request Survey and the Calendar tabs. Click the Hide checkbox for both tabs so
that both fields shcw the checkmark.

This is a persistent setting. However, to see the change you must first log out of Siebel and login again. The
Enhancement Request Survey and Calendar tabs are no longer visible.

Return to the User Preferences > Tab Layout page. Click on the Service item in the list. You will see the View Tab
Layout list in the secondary list below:

7 Service

8 Calendar ™~
9 SPR

10 Solutions

View Tab Layout

| v ©,

Order Name Parent Category Hide Default View

1 My Service Requ... Service Request...

2 All Service Reque... Service Request...

3 All Service Reque... Service Request... J

You can hide any of the associated View Tabs for any Screen Tab by clicking on the checkbox field in its Hide column.
This functionality works the same as hiding Screen Tabs. Remember you are only suppressing the tab’s display, not
removing it from Siebel. You can reverse the process and uncheck a hidden tab and restore it to your display.
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3.4.2. Changing Tab Order

You can change the ordering of tabs in your Siebel working environment. Tab order is perceived as left to right, with the
left-most tab ranked with the lowest number (or highest place) on the list. Each tab is assigned a positional number in this
scheme. To change a tab’s order in your working environment, you need to change the tab’s assigned numeric ranking.

To change the tab order, first go to the top level Application Menu and select Tools > User Preferences. You will land on
your User Preferences page. Click on the Tab Layout tab to navigate to the Screen Tab Layout page, as shown here:

Screen Tab Layout

| M| | ©
Order Name

1 Home

2 Accounts

S Contacts

4 Assets

5 Service

6 Calendar

7 SPR

8 Solutions

9 Activities

10 Solution Administration

This list has over 40 tabs, shown in groups of 10 by numeric order. Note that number 6 on the list is Calendar. In the
previous section we hid the tab. However, it is still ranked in Siebel, even if it is not displayed. Click on the 6, change it to
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45 and press the Go control (->). This rebuilds the list. If you click the move to last, you will see the Calendar tab’s
setting there:

38 Enhancement Request Survey
39 Leads
40 Calendar

Siebel put it at the end of the list and changed its rank to 40. Go to the start of the list to see the revised tab order:

Screen Tab Layout
| [¥] | ®
Order Name
1 Home
2 Accounts
3 Contacts
4 Assets
5 Service

If you click on Home or the Service tab, you will see this numeric ranking in the displayed tab ordering. You can change
any tab’s numeric ranking and thus move its position in the tab display. You can use the find tool to find any tab by its
name or numeric rank (Order):

Screen Tab Layout

d @

Hide

Page Tab Customization
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3.4.3. Changing Your Password

Your Siebel login name and password were assigned to you. However, you can change your password as needed. Click
on the top level Application Menu Tools > User Preferences. You will land on your User Profile page. Click on the
Change Password button:

2rofile:

GHome Accounts @(

Profile TablLayout Behavior D

User Profile

Change Password

Contact Information

This will initiate a guided sequence. First you must login to Siebel again using your current credentials:

Password Self Service

Username \ ‘

Password ’ ‘

j: Login ‘

Did you forget your password?
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Next, you will be prompted to first enter your current password and then enter your new password twice. You must follow
the guidelines in the dialog box:

Change Password

Your password must have the following properties:

© Password must have at least 1 lower case characters.
© Password must have at least 1 upper case characters.
© Password must have at least 1 numbers.

© Password must have at least 1 special characters.

© Password must have at least 8 characters.

Old Password | |

New Password \ \

Retype Password

‘ submit

Your old password must be correct. Your new password must match both times you enter it, and it must not be the same
as your current password. When you get a success message, you must login to Siebel with your new password.

3.4.4. Changing Your Time Zone

When you view your SRs and Activities using your Siebel login, you will notice that your actions have a date-time stamp.
Siebel associates a value for these date-time stamps using your time zone. Usually, this is the time-zone where you live
and work. What happens if you need to travel for work and you are in a different time zone? This is a common
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experience for a TSE. Or you might need to change your time zone for some other reason or purpose. You can change
your time zone by accessing your User Preferences in the Siebel CC.

Navigate from the main Application menu to Tools > User Preferences. You will land on your Siebel User Profile page.
Your Time Zone setting is on the bottom left side of the record editor, as shown here:

Profile TablLayout Behavior Default (

v

User Profile

Change Password

Contact Information

Name |Leuci, Nicholas

Division |Technical Support

User IDx NLEUCIT1

Time Zone |(GMT-08:00) Pg &

To change your Time Zone, click on the control at the right end of the record. This will bring up a Time Zone Picker to
allow you to set your time zone, as shown below:
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Pick Time Zone

Q ITime Zone Namel

‘ @ 103-1120f112

Time Zone Name

(GMT-06:00) Saskatchew...

(GMT-07:00) Arizona

(GMT-07:00) Chihuahua, ...

(GMT-07:00) Mountain Ti...

(GMT-08:00) Baja Califor...

(GMT-08:00) Pacific Time...

(GMT-09:00) Alaska

(GMT-10:00) Hawaii

(GMT-11:00) Midway Isla_..

(GMT-12:00) International...

Standard Abbreviation

Canada Central Standard ..

US Mountain Standard Ti...

Mexico Standard Time 2

Mountain Standard Time

Baja California Norte Sta...

Pacific Standard Time

Alaskan Standard Time

Hawaiian Standard Time

Samoa Standard Time

Dateline Standard Time

DST Abbreviation

Canada Central Daylight Time

US Mountain Daylight Time

Mexico Daylight Time 2

Mountain Daylight Time

Baja California Norte Daylight Time
Pacific Daylight Time

Alaskan Daylight Time

Hawaiian Daylight Time

Samoa Daylight Time

Dateline Daylight Time

Note that the time zones are world-wide. Use the controls to navigate to your desired time zone and then click on it to
highlight the time zone. Click the ‘OK’ button to change the setting. The Picker will then be removed. Enter ‘CTRL+S’ at
the keyboard to save the change. Your setting has been changed. However, this setting is operationally enforced only
when you login to Siebel. To see this change, you need to logout and then login again. Your new time zone setting will
then be reflected in the date-time stamps on your actions.

[TIP: this setting is per machine only. If you have Siebel access on several machines, such as a desktop and a laptop
PC, with access to another office PC, you will need to change your time zone setting on EACH machine you access.]
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3.4.5. Changing Your Availability for Auto-Assignment

When you work as a TSE, your workload status is assessed by Siebel algorithmically. TSEs are grouped into functional
Areas with specific skills in the Siebel CC. When SRs are created, they automatically have their status set to Open and
Unassigned. They are moved into an internal queue within Siebel. Every two hours a background process in Siebel
evaluates these new SRs and assigns them to TSEs. First, they are ranked by Severity, so Critical or High SRs get
assigned first, and then older ranked SRs are handled before newer ranked SRs in the queue. Siebel then goes through
the ranking and processes them by functional Area, then by Geo (location), and finally by TSE skill in order to match the
SRs to the most appropriate TSE. This algorithmic process is referred to as Auto-Assignment.

As a TSE, your input into this process is your availability for being assigned new SRs. If you have less than 10 Open and
Updated SRs, Siebel assesses you as available to be assigned additional SRs. If you have 10 or more Open and
Updated SRs, Siebel assesses you as unavailable. However, you can manually change your availability when you need
to (for example, going on vacation).

You can easily see your availability status when you first login to Siebel. If your status is available, your Service tab will
be the same gray color as other tabs. If you are unavailable, your Service Tab will be color coded red, as shown here:

@ Home

Service Requests List

i) Accounts :-) Contacts Assets 2R Service @SPF{' eSDIutions

Explorer Service Request Charts

‘ My Service Requests w ‘

You can change your availability status by accessing your User Preferences in the Siebel CC. Navigate from the main
Application menu to Tools > User Preferences. You will land on your Siebel User Profile page. The field that holds
your availability setting is the Current Status on the upper right side of the page. This may be blanked out with the label
name inside the field in faint type, indicating that the setting has never been assigned a value, as shown here:
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Position and Respaonsibility \

Positionx |Tech Support - | =

Click the control at the right end of the field to select your availability status, either Unavailable, or Fully Available, as
shown here:

Current Status |Fully A\.failable‘

L EVENEE

Fully Available

When your availability status has been changed, the label name will now be visible adjacent to the field, and the field will
have the current setting, as shown here:

Position and Respaonsibility

Current Status |Fully Available | v

Positionx |Tech Support - | &

The color coding on your Service tab will always reflect your availability Current Status.

3.5. Using OneSearch

OneSearch is a newer feature in Siebel that allows you to do generalized searches of topics or keywords. It also allows
you to search other databases in addition to searching for SRs. To use OneSearch, click on the OnsSearch tab. You
may only see a partial list of available Screen Tabs. On the right end of the First Level View Bar is a clickable control (V)
to show a dropdown list of the other available tabs , as shown here:

2 2,
2S SOLIDWORKS 95 DS?L?SS?E%’;; | The 3DEXPERIENCE Company




Home

e Enhancement Request Survey Accounts Contacts Assets @ Service Calendar _QgS_PR;
| Solutions
Activities

i : Y
Solution Administration

Welcome Back Today is Thursday, February 21, 2019 10:04:04. Service Analytics
(GMT-08:00) Pacific Time (US & Canada)

SR Customer Survey

Solutions Translations
s s . 'J(OneSearch
Activities Quotes My Beta Service Reguests

Click on OneSearch in this drop down list and you will navigate to the OneSearch page, as shown here:

OneSearch

e Enhancement Request Survey @ Home

Search Execution List

Accounts Contacts Assets @Service Calendar eSPR eSqutions Activities & OneSearch [

Welcome to the SolidWorks KB (Knowledge Base)

The SolidWorks Knowledge Base is a collection of information from:
- Solutions (Knowledge Base)

- Software Performance Requests (SPR's) Bugs

- SolidWorks websites

Using the KB:

- Enter a term or phrase to search, then click Search.

- Filter the results by selecting items from the Refine the Search: area.
- Find out more about the KB(Knowledge Base) search.
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OneSearch searches several databases, including Knowledge Base (KB) Solutions, the Software Performance Report
(SPR) database, and SolidWorks websites. The KB database is a collection of questions and answers to SolidWorks
practices and usage written by TSEs like you and others to help customers and users of SolidWorks. The SPR database
is owned by Software Development and QA to manage and fix problems and defects (‘bugs’) in SolidWorks software
source code. Quite often SRs refer to KB solutions or SPRs so this is a valuable way for you to see what others have
done and learned in tackling similar problems related to the one you are currently investigating.

OneSearch has a very different search syntax than what you have seen when doing SR searches. The opening page has
a link with tips for using OneSearch, which is presented here for your convenience.

Tips for Searching the Knowledge Base
Here are some helpful tips to improve your Knowledge Base (KB) search results:

e Use simple phrases and words.

« When searching for specific words, the order of the words in the search bar does not matter. KB search will return
any solution or article that contains all of the keywords listed.

« The SOLIDWORKS KB search engine uses only "double-quotation marks (" ") and the asterisk (*) for search
operators. A KB search does not recognize the AND, OR, NOT, or other Boolean operators.

e To search for an exact phase, enclose the phrase within "double-quotation marks". This is a good way to search for
error message text. Keep in mind that the longer the phrase - the fewer the results.

e To search for solutions that contain variations of a specific word or text, place an asterisk either in front of or behind
the search text. For example, the search term Win* returns information that contains the words Windows, WinNT,
Window, etc. The search term install* returns information that contains the words install, installing, installation, etc.

e Use exact spelling. The KB search does check for misspelled words.

o Use the Refine your Search options to filter your search results. This is called guided navigation because the
results change dynamically based on your search terms and selected filters.

e Add or remove filters to change your search results.

For example, if you wanted to search for SolidWorks installation issues, you might enter install* in the search field. This
would return a long list of partial matches. You could then filter the search by checking ‘Solutions’ to further refine and
narrow your search, as shown in this example:

/775 SOLIDWORKS 97 D7SSD§SS.,§EF}\§’EE; | The 3DEXPERIENCE Company




Search Execution List

install*

FILTERBY @ From Jan 1, 2005 To Mar 5, 2019
Solutions X
2006 2008 2010 2012 2014 2016 2018
Document Type Sortby: ~F =VANCE DATE 1-10 of 6691
v Solutions 6690
SPRs 10465 $-062063: How is SolidWorks Composer 2013 SP2 deployed/installed administrativel
Service Requests e For SolidWorks Composer 2013 SP4, see S-063399. The SolidWorks Composer MSI file can be used to create a command line
administrative image (msiexec /a), or to deploy the product via a command line
Product Source: Solutions
Area $-063399: How do | deploy or install SOLIDWORKS® Composer™ 2013 SP4, administratively, via an 'msiexec’' command line script o
For SOLIDWORKS® Composer™ 2013 SP2, see S-062063. Use the command prompt and the SOLIDWORKS Composer MSl file to
Status create an administrative image (msiexec /a), and to deploy the application (msiexec
Source: Solutions
Sub Area
$-044950: How can Windows® Installer er Windows Installer service could not be accessed' be resolved
Error 1719 states: Windows Installer service could not be accessed. Contact your support personnel to verify that it is properly
reqistered and enabled. This usuallv indicates an issue with the

You can filter by any combination of Solutions, SPRs and Service Requests. You can also filter by Product, Area, Status
and Sub Area. This is a powerful search facility that is very fine-grained yet open-ended. It is an alternative tool to help

you find the information you need.
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4. Service Request Workflow

4.1. SR Workflow Overview

The following workflow should be used to ensure a unified process when handling SRs among different Support centers:
SR Workflow for SolidWorks Tech Support

1) Status immediately after assignment to a TSE

2) No Work has been done yet by TSE

3) If VAR calls referencing an SR which is Open-Assigned, TSE answering the phone
should/can claim the SR and help VAR.

ACTION OWNER: SWTSE

. 4
O =1 S
1) TSE switches to “In Process” while he or she works on the SR
2) If VAR calls referencing an SR which is Open-In Process, TSE answering the phone
should transfer call to SR owner, since work is in progress.
3) When VAR re-open the issue, the SR could be automatically put in this state
ACTION OWNER: SWTSE

| I |

1) TSE requests nformation and is waiting for the VAR 1) TSE has provided a solution or steps to try and is
to respond waiting for the VAR to respond

2) Pending — Waiting on Customer has an Auto-Closed|« /—»{2) Pending — Resolved has an Auto-Closed Date 7
Date 7 days from date when status is set days from date when status is set.

ACTION OWNER: VAR or CUSTOMER ACTION OWNER: VAR or CUSTOMER

—

1) VAR responds to TSE Via Web Update
2) TSE will provide solution or request more
“———»{information e
3) When VAR re-open the issue, the SR could be
automatically put in this state

ACTION OWNER: SWTSE

L
| ——

Closed Resolved
1) TSE provides a solution or issues an SPR
—»{2) If no response is received from VAR for Pending — Waiting on Customer or Pending — |«-
Resolved SR will Auto-Close
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4.2. SR Workflow Service Level Agreement

Please use the following Service Level Agreement (SLA) while processing new and existing SRs:

Standard support

Business Impact
Critical High Medium Low
Initial Response 4 business hours | 8 business hours 24 business 48 business
hours hours
Updates 3 business days 5 business days On request On request
Relief Work As soon as Reasonable Reasonable
continuously possible efforts efforts

Enterprise Support (ESS)

Business Impact

Critical High Medium Low

Initial Response 1 business hour | 4 business hours 12 business 24 business
hours hours

Updates 1 business day 3 business days 90 business On request

days

Relief Work As soon as As soon as Reasonable

continuously possible possible efforts
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4.3. SR Workflow Statuses Unpacked

This section examines the general or standard workflow, when a SolidWorks VAR creates an SR through the portal. The
focus here is how the Status and Substatus fields are used handle SRs. The entire workflow is also diagrammed from a
business process perspective in Appendix W of this guide.

4.3.1. Open - Assigned

There are several ways an SR can get created. The general case is that a SolidWorks customer has a need or problem
which is communicated to the VAR. The VAR in turn uses the VAR Resource Center (VRC) portal to connect to the
Siebel CC to create an SR with all of the pertinent information. When this SR is created, it usually will have the Status set
to Open and the Substatus set to Unassigned, as shown here:

Status* [Open S g
Substatus |Unassigned D4
v

Y

Groupx |Technical Support S 4

v

Source |Portal >

Note that here the Source field is set to Portal. This means the SR was created by a VAR. The Source field is a key to
understanding how the SR was created. Open and Unassigned SRs need to be processed quickly, and they are usually
handled by auto-assignment. Technical Support managers may review and assign them to specific TSEs. Or you may
see a new SR that should land on your desk and you decide to assign it to yourself.
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When a new SR is assigned to a TSE, its Substatus is changed to Assigned. This launches the first part of the SR
workflow process.

Open —Assigned
1) Status immediately after assignment to a TSE
2) No Work has been done yet by TSE
3) If VAR calls referencing an SR which is Open-Assigned, TSE answering the phone
should/can claim the SR and help VAR.
ACTION OWNER: SWTSE

i
This SR Status occurs immediately after it is assigned to a TSE. It indicates that no work has been done yet by the TSE.
The VAR can see this SR Status on the VRC portal. If a VAR calls referencing an SR which is Open and Assigned, the

TSE answering the phone can and should claim the SR and help the VAR, as per the Service Level Agreement (SLA),
noted in Section 4.2. At this point, the Assigned SolidWorks TSE is the Owner of the SR. Your metrics are based in part

on how you initially respond to an assigned SR.

4.3.2. Open — In Process

When you start working on an SR, the first thing to do is to change the Substatus to In Process. This means that you are
actively working on it. If a VAR calls referencing an SR which is Open-In Process, the TSE taking the call should transfer

call to the SR owner, since the assigned work is underway

]

4

Open - In Process
1) TSE switches to “In Process™ while he or she works on the SR

2) If VAR calls referencing an SR which is Open-In Process, TSE answering the phone
should transfer call to SR owner, since work is in progress.

3) When VAR re-open the issue, the SR could be automatically put in this state
ACTION OWNER: SWTSE

I
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The SR’s Substatus field will appear this way in the Siebel record:

Substatusx |In Process v

An SR with the Status field set to Pending could also have a Substatus field that is In Process. At this point, the
Assigned SolidWorks TSE is still the Owner of the SR. Note that when a VAR re-opens an issue, the SR could be
automatically put in this state.

4.3.3. Pending — Waiting On Customer

Often you will tackle an SR that has missing information that you need before you can proceed. There might be a
guestion about the license or the product. Perhaps the Problem Description is insufficient to grasp what the issue is
functionally. You could even have a question about the VAR or end customer. You go to the Activities Tab page and
communicate, usually with the VAR, requesting a clarification or additional data.

In this scenario, you would also upate the Status to Pending and update the Substatus to Waiting on Customer, which
means that you are waiting on the VAR or Customer to respond with the information you need.

v

Pending — Waiti Cust
1) TSE requests nformation and is waiting for the VAR
to respond

2) Pending — Waiting on Customer has an Auto-Closed |«
Date 7 days from date when status is set.
ACTION OWNER: VAR or CUSTOMER

In the Siebel record it will appear like this:
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Status* [Pending i
Substatusx |Waiting on Customer v
b

Owner |[NMAI CY
Groupx |Technical Support v

b

Source |Portal b

When you change the Status and Substatus this way, Siebel populates the Auto Close Date field with a date 7 days in the
future. If you do not change the Status and Substatus because you did not get the requested information, on the seventh
day Siebel will automatically close the SR. The VAR can reopen it later, if needed. The populated Auto Close Date field
appears this way in the Siebel record:

Auto Close Date |3/12/2019 09:00:00 PM

Visible To |Solidworks C5

Note that the Visible To field is populated with the name of the VAR as well. This means the VAR can see this status for
the SR on the VAR Resource Center (VRC). At this point, the associated SolidWorks VAR is now the Owner of the SR.
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4.3.4. Pending — Resolved

In this scenario, as a TSE you have investigated the issue and come up with a resolution. Typically, you would use the
Activities tab page to communicate your solution or the steps needed and you are waiting for the VAR to respond. An
example of a Siebel record for this state is shown here:

Subarea |SolidNetWork License k.4
Statusx |Pending R
Substatus |Resolved 4
2 Agent Openedx |3/6/2019 10:20:21 AM

Owner |JWALP Y Auto Close Date |3/13/2019 12:00:00 AM

Group* |Technical Support v
Subgroup |Tech Support - Los Angeles| v Visible To |Javelin Technologies Inc. |[&

Source |Phone v

When you change the Status and Substatus this way, Siebel populates the Auto Close Date field with a date 7 days in the
future. If you do not change the Status and Substatus because you did not get the requested feedback, on the seventh
day Siebel will automatically close the SR. The VAR can reopen it later, if needed.

Note that the Visible To field is populated with the name of the VAR as well. This means the VAR can see this status for
the SR on the VAR Resource Center (VRC). At this point, the associated SolidWorks VAR or customer is now the Owner
of the SR, as indicated below:
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v
Pending — Resolved
1) TSE has provided a solution or steps to try and is
waiting for the VAR to respond
2) Pending — Resolved has an Auto-Closed Date 7

days from date when status is set.
ACTION OWNER: VAR or CUSTOMER

h 4

4.3.5. Update — In Process

There are several ways that an SR would have this state. The more typical scenario is that a VAR has responded to the
TSE via a Web Update, and provided guidance or details to move the resolution of the issue forward. Another scenario
would occur when a VAR reopened a closed SR. In this case, Siebel would automatically put the SR in this state. In
either scenario, as a TSE you would act on the update and provide a solution, or deternine if still more information is

needed.
|

Update — In Process
1) VAR responds to TSE Via Web Update

2) TSE will provide solution or request more
-»{information <
3) When VAR re-open the issue, the SR could be

automatically put in this state
ACTION OWNER: SWTSE

An example of the Siebel record is shown here:
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Area

Subarea
Statusx

Substatus«

Owner
Group+
Subgroup

Source

Configuration by <
Design Table Wi
Updated 4
In Process by

v
KLUJAN Cy
Technical Support by
Tech Support - Concord v
Portal W

Severity*

Severity Reason

Agent Openedx

Visible To

VAR Organization

2-High

Many, Many, Many other

purchase parts need this

2/22/2019 12:31:37 PM

Solidworks

Solidworks

When the SR goes into this state, ownership of the SR would automatically revert back to the assigned TSE.

4.3.6. Closed Resolved

This is the desired endstate for an SR. As a TSE you have investigated the issue, taken the steps necessary for a

resolution, communicated with the VAR or customer, fully documented your work, and have consensus on the solution. If
you have put the state back to Pending - Waiting On Customer, Siebel would have populated the Auto Close Date field
with a date 7 days in the future, as shown here:
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Auto Close Date |3/12/2019 09:00:00 PM =

Visible To |Solidworks C5

If there is no further action from you or the VAR or customer, on the seventh day Siebel will automatically close the SR.

y v
Closed Resolved

1) TSE provides a solution or issues an SPR
—»{2) If no response is received from VAR for Pending — Waiting on Customer or Pending — [«—
Resolved SR will Auto-Close

4.3.7. Activities Tab

The Activities tab is a channel of communications between you and your VARs and customers, and also a clearinghouse
in the sense that it is used to collect, maintain and preserve all communication interactions. The communication can be
bidirectional. Not only can you send messages and information, but VARS and customers and can send messages and
information to you as a TSE.

Here are some important guidelines to keep in mind when using the Activities tab page:

e Do not disclose non-essential information or anything personal about yourself

¢ Do not disclose anything the company, the VAR or the customer would regard as private and confidential
e Be professional, respectful and circumspect in all of your communications

¢ Do not use slang, jargon, or foreign phrases, and keep acronyms to a minimum and always define them
e Be as focused, concise and as clear as possible

e All communication should help further a resolution of the issue in the SR
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To access the Activities tab, select an SR from your Service list and then click on the Activites Tab. A typical Activities tab
page is shown below:

. 1-19879658211 Open Solidworks Randomly Crashes B... Fpi Fireplace P... Delta Orr JWALP justinc

. 1-19427479461 Open ATTN: Jonathan Walp RE: SR# 1-.. G-4 Precision Clackamas Miura (650) 230-7032 JWALP andyzz@zzg-4.. micha

z A v x

More Info Attachments  Audit Trail SPRs Related SRs  Solutions VAR Survey

op o P 5 52 - s 5 - =
Activities + & Q £ 1101w Activity + @ Q & o
| ‘ N H ’ @ Typex Web Update Created By |JUSTIN.ORR
New Show Custome! Type Comments Start Actual Start Show Customer  [] Private []
. | just wanted to get an update and know that this issue is at
Web Update | just wanted to g 12/14/2018 11:08:08 AM

least being looked into. | don't want it getting lost or
< > forgotten.

Also, in the time since | have submitted this SR, we have
Comment |5other ticket here (296027) that seems to be related. They
are the same machines. Jim Noe from Hawk Ridge
submitted SR 1-19990828181. This second SR could be
insight to what the issue is.

The Activities tab page has two sections, each with its own set of controls. The first section is the Activities list and search
pane. It has a searchable list of activities (communications), with a set of controls to search or launch an activity, as
shown here:

Activities + @ Q B 1-1of1
% ®

New Show Custome Type Comments Start Actual Start

Web Update | just wanted to g 12/14/2018 11:08:08 AM
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The second section is the Activity pane, with controls to show or create an activity (message), as shown here:

Activity + @ Q &
Typex Web Update WV Created By |JUSTIN.ORR
Show Customer [ ] Private []

| just wanted to get an update and know that this issue is at
least being looked into. | don't want it getting lost or
forgotten.

Also, in the time since | have submitted this SR, we have
Comment |nther ticket here (296027) that seems to be related They
are the same machines. Jim Noe from Hawk Ridge
submitted SR 1-19990828181. This second SR could be
insight to what the issue is.

Note the Show Customer and Private check boxes above. The Show Customer check box should be checked only if
you wish the end customer to be able to view the communication. The default is unchecked. As a TSE, you will usually,
but not always, communicate with VARs.

However, if you want to save a note to yourself or another TSE, check the Private check box. This will prevent the VAR
from seeing the message on the VAR Resource Center. The default for this field is also unchecked, meaning the VAR will
be able to see the message, unless you check the checkbox.

When initiating a communication, click the new (+) control in the Activities pane. This will start a new entry at the top of
the Activities pane list, and it will open a blank text editor in the Activity pane. Be aware of the visibility controls described
in the previous paragraphs. The text editor is just that, a text editor. It does NOT support rich text features such as
bolding, underlining, italicizing, etc. It only supports plain text. Siebel has no spell checker or grammar checker. [TIP:
compose your correspondence in an external application (like MS Word) that supports spell checking, grammar checking,
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etc. Save it in an external dated file, and paste your message into the Activity pane text editor when you are ready to
transmit.]

Select the Type of message. The most common type of message is a Web Update. But there are many types of activity
messages in the scrollable, drop-down list. The list is shown here in two segments, because the entire list can not be
imaged at once:

Call - Callback eMerchandising
Call - Inbound . Fax - Inbound
Call - Qutbound Fax - Outbound
Call - Voice Mail ' FYI

Call - Web Callback Generate Campaign List
Campaign Launch Information Needed

Campaign Load . Meeting

Chat - Inbound Notes

Chat - Transfer Notification Failure
Diagnosis I Other

Double Opt-In Resolution

Email - Inbound ' Solution

Email - Outbound Stage Execution

eMerchandising | Training Class
Web - Inbound

Web Update

If you want this message to be seen by the VAR, do not check the Show Customer or Private check boxes. When you
are done, press ‘CTRL+S’ to save the message to the SR record. If you clicked on another tab, the message would also
automatically be saved to the SR record.
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When you are on the Activities tab, you are in an editor. Those fields that are not grayed-out’ are eligible for editing.
Those fields that are ‘grayed-out’ are not editable. Whatever changes you make in any editable field will also persist
when you save the activity.

The Activities tab page Activities pane contains the complete communication history for the SR. The list of messages is
scrollable and you can click on and open any of them. This can be useful to you as a TSE if you need to investigate what
steps were taken, by who and when. You can cross-reference this information with the SR history (Audit Trail) for the
VAR and even the customer (who owns the license Asset). Moreover, the private observations of other TSEs will also be
there. Thus, the Activities tab will be of vital use to you as you work on and resolve issues.

4.3.8. Attaching Files to an SR

At times you will need to attach various files to an SR as you document an issue and communicate with the VAR or
customer about it. Or you may need to see a file from the VAR or customer to be able to fully understand and resolve the
issue. The Siebel CC accommodates this need bidirectionally. Note that Siebel has an attachment file size limit of 200
MB. However, larger files below that limit may time-out before the upload or download finishes. Also, when you initiate
an upload, you must not change tabs or activity. It will terminate the upload, so you need to let it continue until it finishes.
Keep in mind that VARs and customers use different kinds of equipment. You may be able to upload a file into Siebel that
a VAR or customer may not be able to download. There is a private external file transfer facility available for very large
file objects, as described later in this section.

The kinds of file attachments used in support of an SR include:

e Rx snapshot files

e Screen snaps and other images, including output from SolidWorks
e Procedures / steps to reproduce an issue or to fix an issue

e Documents such as ‘.doc’, “.docx’, *.PDF’, and “.txt’ files, etc.

e Audio, video and animation files
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To access the Attachments view tab for an SR, click on an SR to open the Service tab. Then click on the Attachments
view tab below, as shown here:

6 Home Accounts

Service Requests List | Explorer  Service Request Charts

@Contaots Assets ?® Service i ) Activities

1-20836689058 Updated PO # 2019-1200682 Hi Alexandra... Brael
O 1-20836413736 Closed Hard Drive Failure - activation iss... Ark-Les New Berlin Schil
1-20836778216 Closed Prem with Sim Pro order Sode
O 1-20836777164 Open License limit exceeded message  Industrial Preci.| Service Requests List Appl
1-20836558531 Open Fabworks & Services LLC / ACRf... Mino
O 1-20824370803 Updated Customer Portal Registration - As... Blizzard-Prints ~ Schwyz Bueh
1-20835761494 Pending PO 25819 Quote 1-9KLNRHP Spe... Brow
- 1-20836745066 Open Please attach customer to SPR 1.. Oldenburger M... Dinklage Meye
. 1-20836695766 Open Reinstall OS, previous license file .. Guangzhou Sa.. Guanzhou Huar

X A VvV ¥

More Info ~ Activities Audit Tral SPRs Related SRs  Solutions VAR Survey

Attachments
View Files v ®
Attachment Na Size (In Bytes) Type Modified Show VAR Show Custome Update File Comments
Anerrorhaso... 10,022 docx 3/12/2019 09:12:54 AM 2]
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In the Attachments tab pane shown above, the blue text is a clickable link to start the download. In this example, the
attachment is as an MS Word ‘.docx’ file. Note the visibility indicators. This TSE has indicated that Show VAR is
checked, Show Customer is checked, and Update File is checked. You have fine grained control over who can see any
file objects you can attach to an SR.

When you click on the Attachment Name blue hypertext link, Siebel initiates the file download by presenting the File
Download dialog box, as shown here:

I File Download

|
You are downloading the file 'An error has occurred.docx'.

Would you like to edit the file directly or download it to

’ your computer?

Edit button is disabled as Siebel was not able to connect to
{ Desktop Integration Siebel Agent.

l =
o |

When you click the Download button, Siebel transfers control to a Windows common dialog. This allows you to Open the
file with the configured viewer (here MS Word), or Save the file to your configured location (usually your defined
downloads location). An example is shown below:
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You have chosen to open:

ﬁ?\ An error has occurred.docx

which is; Microsoft Word Document (12.4 KB)
from: https://swsiebel.solidworks.com

What should Firefox do with this file?

® Open with | Microsoft Word (default) v
(O save File

Do this automatically for files like this from now on.

OK Cancel

Attaching (uploading) a file can be done in a couple of different ways. If you have several files that you need to attach,
use a tool like 7zip or WinZip to contain the files to a compressed in a ‘.zip’ or “.rar’ file. This has the added benefit of
reducing the total attachment size. You can use the Siebel facility to upload a file by clicking on the on the New File
button in the Attachments view tab, as shown here:

Attachments

AN View Files N

Attachment Name Size (InE Type Modified

{9010022520255274}_{190109-073026} 3,790,132 zip 1/9/2019 06:50:
{9010022520255274}_{190116-162737} 3,727,911 zip 1/17/2019 05:4¢
Excel Error 446,359 png 12/10/2018 112
srEmail_1-95ZCNOP_020120191358466584 1,350 htm 2/1/2019 10:58:
srEmail_1-95ZCNOP_020120191404534186 1,227 htm 2/1/2019 11:04:
srEmail_1-95ZCNOP_0201201914120729213 1,124 htm 2/1/2019 11:12:
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This opens a Windows common dialog box to allow you to browse and pick a file for uploading. When you click the Open
button on a selected file, Siebel will upload it:

File name: ~ | | All Files (*.%) s

Open Cancel

When accepted, it will become a clickable link at the top of the Attachment Name file attachments list:

PN View Files v

Attachment Name Size (In E Type
ActivitiesTabPage 164,884 |pg
{9010022520255274}_{190109-073026} 3,790,132 zip

Another way to attach a file to an SR is to use the Windows File Explorer to pick a file and use the Windows ‘drag and
drop’ facility to click on the file and drag it to the Attachments page Attachment Name list and then drop it on the list. The
file would appear at the top of the list, just the same as using the Siebel New File button.

As noted, some file objects are huge. Aside from the difficulty a VAR or customer may have uploading or downloading
files, you may attempt to attach a file that Siebel will not accept because it is too large. Dassault has a DS File Transfer
facility to handle this scenario. It allows you to enable a temporary file transfer site that is external to SolidWorks, to
upload very large file objects to it, and to specify who has access to it. An email will be sent to those you designate with
access containing a link to the site, some credentials information, and a time limit. You can extend the time limit, if
needed.

To start, you need to access your SWYM account and click on the Filetransfer icon, as shown here:
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;y?? 3DDashboard Sw

P 3DEXPERIENCE Marketplace

¥V 3DEXPERIENCE Roles & Apps

‘ v ? My Social And Collaborative Ag
' R _- )
Contract DSx.Finance
1 Management
; 7
!
R erove &
| ENOVIA - Plan Expense Report
Reader
& )
‘\
"3 j & j
Filetransfer Forwards

This will connect you to the DS File Transfer page at https://filetransfer.dsone.3ds.com/Home.aspx

To use this service, you must have a valid Dassault login account. You will need the contact information for those you
wish to have access to the temporary site. Remember this site is for our customers and users to have external access to
very large file objects. The site itself is self-prompting and it has its own help. Below is an image of the site’s landing

page:
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https://filetransfer.dsone.3ds.com/Home.aspx

SS2ossaur DS FILE TRANSFER

My workspaces Logout
/ Home
My Workspaces
Create workspace Welcome

Manage my workspaces

DS FileTransfer is a secure web based file transfer service built for members that send and receive large files regularly from multiple contacts such as clients and partners.
Send and receive large files via the Internet without the hassle of FTP or the limitations of e-mail!
DS FileTransfer is a home-made IT @Dassault Systémes web application. Contact OIS for details.

Please open an IT Ticket in case of issue.

To start, click on Create workspace.

When you use this service, be sure to go the the Activities page for the SR and add a Web Update with a note about what
was uploaded and who has access to it.

4.3.9. Associating Solutions with an SR

Dassault maintains a Knowledge Base (KB) intended as a service to help VARs and customers more effectively utilize
SolidWorks products. This KB is a searchable collection of solutions, which are answers to technical questions. The
SolidWorks Technical Support team and other Services teams provide these solutions for VARs and customers to find
answers on their own. Often, customers find an answer in the KB faster than if they consult their VAR. If customers
consult their VAR, the VAR often finds troubleshooting advice in the KB faster than if they consult the TS team.

This self-help system allows VARSs to submit fewer Service Requests (SRs) to the TS team, which reduces the workload
for each TSE. The KB also allows customers to return to their work more quickly, which helps to increase customer
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satisfaction. As a TSE, part of your duties is to author and edit these KB solutions. The details about that effort are
beyond the scope of this guide, but here is a link for you to find out more about KB solutions and authoring:

http://ag-dscollaboration.dsone.3ds.com/sites/DS-SOLIDWORKS-Support-
Technical Services/tssandbox/Shared%20Documents/Help/SOLIDWORKS Help for TSEs.aspx#t=SOLIDWORKS Help
for TSEs 1.aspx

You can associate a KB solution to an existing SR. This may shed light on the issue at hand or even help to solve the
problem itself. If you click on the Service tab and peruse the list of SRs, the Screen tabs at the top contain the Solutions
tab and the Solution Administration tab, as shown here:

Calendar e SPR e Solutions Activities e Solution Administration

The Solution Administration tab is used for authoring, editing and maintaining solutions. The Solutions tab is used to
find and relate an existing KB solution to an SR. You can also relate an existing SR to a KB solution, using the the
Solutions View tab on a selected SR, as shown here:

A A Vv

Activities  Attachments  Audit Trail SPRs  Related SRs

VAR Survey

Third Level View Bar

Note that these associations are many-to-many, meaning an SR can be associated with more than one solution, and a
solution can be associated with more than one SR. Siebel maintains a scrollable list for these associations, as we will
see.
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http://ag-dscollaboration.dsone.3ds.com/sites/DS-SOLIDWORKS-Support-Technical_Services/tssandbox/Shared%20Documents/Help/SOLIDWORKS_Help_for_TSEs.aspx%23t=SOLIDWORKS_Help_for_TSEs_1.aspx
http://ag-dscollaboration.dsone.3ds.com/sites/DS-SOLIDWORKS-Support-Technical_Services/tssandbox/Shared%20Documents/Help/SOLIDWORKS_Help_for_TSEs.aspx%23t=SOLIDWORKS_Help_for_TSEs_1.aspx
http://ag-dscollaboration.dsone.3ds.com/sites/DS-SOLIDWORKS-Support-Technical_Services/tssandbox/Shared%20Documents/Help/SOLIDWORKS_Help_for_TSEs.aspx%23t=SOLIDWORKS_Help_for_TSEs_1.aspx

There are several ways to search for a KB solution: you can use the Solutions Screen tab page, or use an SR’s
Solutions View tab page, or even use the OneSearch tab page.

If you click on the Solutions Screen tab, the complete scrollable list of solutions is presented, as shown here:

Solutions

e Enhancement Request Survey 6 Home Accounts Contacts Assets _ Calendar e SPR & Solutions

Solutions
v

| ] | ©®

Solution Id Question Answer Category Group Solution Subar¢ Q/A Updated By Link Q/A Updated Date Author

S-01117 A library part can This may be relati FAQ Technical Sup... SADMIN
S-01080 Does the wirefran Yes. The system 1 FAQ Technical Sup... SADMIN
S-00898 The default locati There are two lay: FAQ Technical Sup... SADMIN
S-01118 When creating a < This behavior is s FAQ Technical Sup... SADMIN
S-01263 What prompts the Generally there ar FAQ Technical Sup... TKWONG 3/28/2018 05:04:41 AM SADMIN
S-01089 What is the meth¢ SolidWorks writes FAQ Technical Sup... SADMIN
S-01081 Is there a maximu No, there is no lim FAQ Technical Sup... SADMIN
S-01383 Why is a user prol Since driven dime FAQ Technical Sup... SADMIN
S-01197 When the SolidW« This is a PhotoW¢ FAQ Technical Sup... SADMIN
S-00893 How can | copy tF You can copy the FAQ Technical Sup... SADMIN

<

This view is an inventory of all solutions in the KB. Get a Record Count to see the size of this list:
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Record Count

There are 39942 records in your query for Solutions

To find an appropriate solution for your needs, use the search facilty at the top of the list. The left control is a database
field selector as a drop-down list of available search categories. The adjacent right control is an editor that you can use to
enter specifc values to match for your selector, as shown here:

| v ’_l_@
S /

Solution Id

olutions List
Answer Category

Question
T can This may be relati FAQ

Category efran Yes. The system 1 FAQ

Group locati There are two layl FAQ
Solution Subarea

Q/A Updated By
ik s the Generally there ar FAQ

g a ¢ This behavior is s FAQ

Q/A Updated Date ethc SolidWorks writes FAQ
Author
Created

Created By
Product lidW¢ This is a PhotoW« FAQ

aximu No, there is no limr FAQ

r proi Since driven dime FAQ

Service Pack bpy t You can copy the FAQ
SR Created Date

Technical Reviewer

Keywords
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Selecting the Question field selector and then searching for ‘geometry’ yielded a search that returned two KB solutions:

| Solutions List Applet ‘

Question ¥ | lgeometry @

Solution Id Question Answer Category Group Solution Subars 1
S-00255 Geometry can not be selected in a section view, of a hidden vii The following steps w FAQ Technical Sup.. Drawing Views
S-025236 Geometry that results in a flex bend greater than 360 degrees This is a known issue FAQ Technical Sup... Other Features

Selecting one of the solutions will open the KB record for it, landing on the More Info View tab, as shown here:

Enhancement Requests  Attachments Related Solutions  Service Requests

You can use the Attachments, Related Solutions and Service Requests tabs to further investigate the issue.

If you start from the Service tab and select an SR from your active list, you will open the editor to the first item on your list.
Then select and click on an SR you wish to associate with a KB solution. Click on the Solutions View tab, and you are
now in a position to enter a KB solution for your SR. Notice the edit controls associated with the SR’s Solutions View

tab:
VAR Survey

<= ] Q e No Records w”
You can use the Add control (+) or the Add New control (++) to associate a KB solution with your SR. If you click on the

Add New (++) control, Siebel will use your selected SR’s fields as search parameters and potentially find a match. In this
case, one draft solution (not officially published yet) is matched, as shown here:
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Solutionld  Question Answer Status Group SR Area SR Subarea Category

S-075911 Visualize O Draft Technical Su._. SOLIDWORK_. User Interfac_. SR Originated
<

A A VvV ¥

If you Save the record, the KB solution is persistently associated with your SR. If you want to find some other solution,
click the Add (+) control. This will bring up a dialog box that allows you to search and select a KB solution. The default
selector is set to Solution ID, but you can use the drop down list to search for some other field selector:

Add Solutions
Q Solution Id v ’ @ 1-100f10+
Solution Id Solution Id Category Keyword Link
Question
S-01117 AT . FAQ
S-01080 Category L FAQ
00898 Keyword . FAQ
Link
S-01118 errered or.. FAQ
S-01263 What prompts... Generally ther.. FAQ
S-01089 What is the m... SolidWorks wr.. FAQ
S-01081 Is there a max... No, thereisno.. FAQ
S-01383 Why is auser .. Sincedrivend.. FAQ
S-00893 How can | cop.. Youcancopy.. FAQ
S-00896 Is it possiblet.. Yes, both of th.. FAQ
= A v b 4

In this example, a narrowed search with ‘Visualize’ as a parameter was used, with a short list of matching solutions found:
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Add Solutions

Q Answer Vv ||Visualize @ -20f2
Solution Id Question Answer Category Keyword Link
S-072647 How is Visuali... Visualize Boo.. FAQ
S-072648 How is Visuali.. Visualize Stan.. FAQ

Click on the Add button to associate the KB solution with your SR:

More Info  Activities  Attachments  Audit Tral SPRs  Related SRs VAR Survey

Solutions
M O
Solution Id Question Answer Status Group SR Area
S-072647 How is Visuali... Visualize Boost is sold as a standalone or on a networ Current Customer Cent...
S-075911 Visualize Open... Draft Technical Sup.. SOLIDWORKS ..

<

When you save the record, the KB solution is added to your SR’s record. Remember, this will be visible to VARs and
potentially to customers, so the added soluton may help clarify the issue for them.
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4.3.10. Associating SPRs with an SR

SolidWorks products are software, built to run on MS Windows computing platforms. Like all modern software systems,
SolidWorks has defects. These defects can affect users in large and small ways. Some of these defects are at the root of
the issues reported by VARs and customers in SRs. Of course there are structural practices in place to catch, fix and
mitigate SolidWorks defects. That is one of the reasons why there are regular SolidWorks releases, updates, patches and
hot fixes. The Software Performance Report (SPR) is the main tool used to document, describe and manage known
defects. These SPRs are kept in a separate database called appropriately the SPR database.

Unlike SRs and KB solutions, Technical Support does not own or manage the SPR database. The SPR database is co-
owned and managed by Development and QA. However, as a TSE you do have access to the SPR database, by means
of an assigned login account and password. See your manager to get your login credentials, if you do not already have
them. Here is the link to the SolidWorks products SPR database:

http://spr/functions/main.htm

The important thing to note is that an SR may involve defects that have been identified in the SPR database. So in
addition to searching the KB solutions database, you also need to search the SPR database. Just like KB solutions,
SPRs can already be associated with an SR, or you can add an SPR association to your SR record.

Siebel has an SPR Screen tab, and when you click on it, you get a current scrollable list of all SRs. Note the SR Count
column (in the red rectangle below). This is a tally of the SRs associated with each SPR. This highlights an important
fact: the SR and SPR database connections are maintained and updated daily. Searching the SPR database as you
investigate an SR can yield very current information. However, it is quite large:

Record Count

| ]

{ There are 246255 records in your query for SPRs
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The main SPR Screen tab page is shown here:

SPR

e Enhancement Request Survey 6 Home Accounts Contacts Assets @ Service Calendar @ SPR e Solutions Activities
Change Request List
v

|ALL SPRs v|

SPR # Date Found Summary Keyword Description Severity Version MRN Show Web Customer Statu Customer Sumi >SR Count
7896 1/20/2015 Viewports Gen.. Composer -User 1. Launch Compo C 2019 SPO1 ™ Closed (Imple.. SOLIDWORKS Coj 57
617761 7/28/2011 Move hole tabl.. Tables - Hole Tabl Move hole table t E none none Open Move hole table t§ 21
617745 7/28/2011 Ability to use C.. Feature - Split Par SR# 1-21539858% E none none Open Ability to use Ctrlf 3
617749 7/28/ cannot hide su.. Drawing Views -[ 1) open 216199.S B none none Open SolidWorks canng 4
617771 7/28/2011 Linear pattern ... Feature - Pattern 1) open Mesh1.zi B none none Open Linear pattern of | 7
617772 7/28/2011 File specific:a.. Display-Parts,Ass 1) open GSK FULL X 2011 SP04 Under review (... File specific: assq 1
617773 7/28/2011 file specific: Ch... Sketch Geometry Changing part col B none none Open file specific: Char} 2
617807 7/29/2011 Japanese: The .. Foreign Language Beta ID 1-217617 A See SPR 388462 N Closed (Duplic.. Japanese: Thedi 1
617798 7/29/2011 When the arro...  Dimension - DRW 1.0pen Universal B 2013 SP05 N Closed (Inactiv.. When the arrow d 2
617808 7/29/2011 The cosmetict.. Annotations - Cos 1.0pen the drawir B 2012 SPO5 Closed (Inactiv.. The cosmetic thr{ 1

<

Notice the age of the first batch of SPRs in the list. These records are permanent, so this list can only grow larger.

However, the columns in the list are sortable by clicking on the column name and then clicking down (ascending) or up
(descending). You may find it necessary to sort the list before attempting to find a specific SPR, because of the size of
the list. Here is the beginning of the list after a sort by Date Found (descending); these are the most recent SPRs:
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b

ALL SPRs v
SPR # Date Found¥  Summary Keyword Description
1123062 3/8/2019 Ability to creat... Sheet Metal Corn Open part. The cu
1123047 3/8/2019 Measure tool e.. Tools - Measure
1123026 3/8/2019 Add new enum... API SR#1-207723222
1123121 3/8/2019 Component na.. Toolbox - Hole Wi Steps to reproduc

If you click on an SPR, it will open the record in the Product Defect page. Most of the fields will be grayed-out to you. But
you can read and search through these records for pertinent information.

Product Defect 4+ € & Previous  10f 1+

Customer Status |Under review (D| ¥ Show Web

!

SPR #x (1122874 Severity

Date Found |3/7/2019 Version (See SPR 10296( v Show SPR Fixed List []

Product |SolidWorks WV Customer Impact |Medium Escalation Index |Medium Enhancement [ |

i

Area |Translators Keyword |Translator - IGES Sheet Metal Features

)<=
KKKl

Summary (IGES file imported with 3DInterconnect (3DIC) Cannot
convert to sheet metal returns error You must select a fixed Vv
nlanar face or a linear ed

Customer Summaryx |IGES file imported with 3DInterconnect (3DIC) Cannot ~
convert to sheet metal returns error You must select a fixed Vv

Description D e = nlanar face or a linear edae on an edae face of a cvlindrical
see simple OrigFart]1.

2) convert to parasolid, step, iges (see include test formats) v
3) imnort all 3 with 3DIC turned OFF

SPR Status Key:

Open Open active issue.

Implemented Fixed in the version and service pack listed.

Closed Will not be implemented

Closed (Implemented) No longer reproducible in the version and service pack listed.
Closed (Corrupt file) File fixed.

Closed (Inactive) Closed due to inactivity. To re-open, contact your support representative.
Closed (Duplicate) Closed as a duplicate of an existing issue.

Under Review (Implemented) Under review.

Under Review (Corrupt file) Under review as a corrupt file.

Under Review (Duplicate) Under review as a duplicate of an existing issue.
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If there is an SR associated with the SPR, it will be shown in the Service Requests View tab immediatedly below the
Product Defect record, as shown here:

More Info  Activities Activity Plans  Attachments [ESEReRRECIESGM Stream Status

Service Requests
¥ @

New SR# Status Summary Account Last Name Owner Priority Severity

1-20809143226 Closed Project Specific: Cable Cores gettit CMD Corp. Stanek VDAMALE 3-Medium 1-Critical

The SR # is a hyperlink. If you click on it, it will open on the Service tab. If you wish to associate another SR with wth
SPR, click on the Add (+) control. This will present a pop-up window with a search tool on top and a list of SRs below:

Add Service Requests
Q [se 4 ~] ‘ ® 1-100f10+

SR# Status Summary Account Site Last Name
1-20822648132 Open Asset with this .. Dassault Systé.. Waltham Nagarkatti
1-20822646086 Open Test Chandurkar
1-20822561227 Open FW: testing on_..

1-20822561206 Open FW: testing on...

1-20822561185 Open FW: testing on_

1-20822561092 Open FW: testing on...

1-20822561153 Open FW: testing on...

1-20822561143 Open FW: testing on_

1-20822561110 Open testing one pro...

1-20822561130 Open FW: testing 3/1...

< >

A A VvV X
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You can do a search to find a specific SR by its number, or by another field available in the search selector.

Add Service Requests

SR #
Status

Summary
1-20822646086 Account

1-20822648132

120822561227 (A

Last Name
1-20822561206 _
First Name

1-20822561185 Area

1-20822561092 Subarea

When you have found the appropriate SR, click the Add button in the dialog box and it will be added at the top of the
associated Service Requests list:

More Info  Activities  Activity Plans  Attachments ESECIRGCIESEM Stream Status

Service Requests

v ©

New SR # Status Summary Account Last Name Owner
- 1-20822561130 Open FW: testing 3/13/2019—5
1-20809143226 Closed Project Specific: Cable Cores getting listed twic CMD Corp. Stanek VDAMALE
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The linkage between SRs and SPRs is dynamic. More than one SR can be associated with an SPR and vice-versa.
When you do associate an SR with an SPR, a process is set in motion to synchronize the links and counts between the
two databases. This occurs on a daily batch (overnight) cycle. Each SR has a Severity and a Severity Reason. If the
Severity of an SR is Critical or High, you must enter a Severity Reason. The Severity in the SR database translates to
the Customer Impact field in the SPR database, as shown below for an SR and its associated SPR:

Severity |1-Critical v Severity |A v

Version [none none b

Customer needs to send ~
this out within the next Customer Impact |Critical v
W —

couple of days and is

hnninn tn nat thie ranairad

Severity Reason

Area |Translators b

SR # 1-20819841092 SPR # 1092501

Even though you are required to enter a Security Reason, this field is not picked up in the associated SPR. However,
the SPR database does examine all associated SRs, and it sets the SPR Customer Impact field to correlate with the
HIGHEST Severity rating field of all the associated SRs. SPRs with a Customer Impact of Critical are addressed first by
Development and QA.

4.3.11. SR / SPR Escalation

Please refer to the documents posted on the VAR Resource Center (VRC) website for the escalation process. To access
the VRC internally, first click on this link:

http://solidworks-intranet.dsone.3ds.com/sites/swintranet/SiteCollectionDocuments/VRC entryform.html

Then click on the VAR Resource Center Access link presented on the landing page. You will navigate to the VRC
portal.
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http://solidworks-intranet.dsone.3ds.com/sites/swintranet/SiteCollectionDocuments/VRC_entryform.html
https://www.solidworks.com/vrc/products.html

SR Escalation
a. https://www.solidworks.com/vrc/Services/service requests.html
b. Or, you can navigate to VRC Portal > Support > Service Requests (SR)

SPR Escalation
a. https://www.solidworks.com/vrc/Services/sprs.html
b. Or, you can navigate to VRC Portal > Support > Software Performance Report (SPR)

4.3.12. Out of Office Procedure
Out Of The Office procedure (3 days or more):

- As a TSE, you need to send a list of your “Critical” and “High” SRs to Sarah Siedlar and your manager to distribute
among your team members so they can monitor them while you are away.

- Be sure to have a clear summary of what has been done with the issue and what is the next step of action.

- Set your Out Of The Office (OOTO) email notification to inform VARSs you are out of the office and let them know who
they can contact while you are gone.

- Upon returning to the office, communicate with your teammates to get updates on “Critical” and “High” SRs to
determine if you need to resume the work on those issues.

4.3.13. Non-Disclosure Agreement (NDA)

The NDA (Non-Disclosure Agreement) is used in those cases where customers require a legal agreement in place before
providing files to us for troubleshooting, etc. Please refer to the documents posted on the VAR Resource Center website
for the NDA policy and agreement. To access the VRC internally, first click on this link:

http://solidworks-intranet.dsone.3ds.com/sites/swintranet/SiteCollectionDocuments/VRC entryform.html

Then click on the VAR Resource Center Access link presented on the landing page. You will navigate to the VRC
portal. The NDA form can be found on the following area of the corporate intranet:
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https://www.solidworks.com/vrc/Services/service_requests.html
https://www.solidworks.com/vrc/Services/sprs.html
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NDA (Non-Disclosure Agreement)
https://www.solidworks.com/vrc/Services/NDAs.html
Or, you can navigate to VRC Portal > Support > Non-Disclosure Agreement

Here are some other guidelines and reminders on the use of NDAs:

e Any one in the Technical Support department can provide this document to a customer or a VAR for distribution to
the customer, where requested, but only lan Baxter can sign these on behalf of TS (or Rich Welch in lan’s
absence).

o Copies of all signed NDAs (it needs to be signed by both the customer and SolidWorks) must be provided to Sarah
Siedlar, who will ensure they are filed and distributed to the relevant parties internally.

o If a customer insists on using their own NDA, this must be approved by Brendan Redmond, Associate General
Counsel, before it is signed by anyone at SolidWorks. This process will take longer than if the customer is willing to
sign our standard NDA, due to legal review and any amendments our Legal team may wish to make to the wording
or conditions of the customer document. In the interests of expediting resolution to technical issues please use the
standard SolidWorks NDA where this is acceptable to the customer.

4.4, SR Alternative Workflows

Often you will get an SR that originated from a VAR. Many of the fields were already filled in. These SRs had the Source
field set to Portal. Your interaction with Siebel was editing the SR. This is the standard workflow. However, a significant
number of SRs are not created by a VAR. You need to use an alternative workflow, because you will have to create the
SR yourself. You may get a call from a VAR, or an email from a customer, or even a message from a SolidWorks sales
person that requires direct action on your part. In these scenarios, you will have to use other methods and techniques to
process the new SR.

This section examines these non-standard workflows, when a TSE originates an SR from a direct call or email from a
customer or a VAR. In these alternative workflows, the Siebel record Source field will have a value other than Portal.
Usually there will be missing or incomplete information at the start of the workflow.
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4.4.1. Direct Call to a TSE

In this scenario, as a TSE you will receive a direct call about an unreported issue. VARSs or customers could make such a
call, though it is more likely that it will come from a VAR. As a TSE there are two things you need to know up front about
technical support calls. First, these calls have the highest priority. You need to triage and initially handle all such calls
right away. Second, there is a phone system in place to receive and process technical support calls, but you need to
understand that there is no synchronization between this call system and the Siebel CC. One of your key duties when
handling such calls is to create an SR and enter the appropriate information in Siebel yourself.

As noted, we do have an automated phone system in place to receive and route techncial support calls. These calls will
be timestamped and queued up. Via the Agent Extension, the calls will be transferred to the most likely and available
TSE. There is a web interface to this phone system. The details of all this were provided to you during your onboarding
as a TSE, and they are beyond the scope of this guide. [TIP: when you make a call to a VAR or customer, use your
Agent Extension number, not your regular extension outbound facility, in order to mask your personal extension.] If you
have questions or need assistance with this phone system, see your manager.

When you do receive such a call, your first step will be to get some basic information: the name of the VAR, the product
family, the issue and the affected customer. It is possible the call was routed to you incorrectly. For example, if the
caller’s issue concerns a Simulation solution and you mainly support CAD, you would need to explain this to the VAR and
reroute the call. If the call concerns a product family you do handle, you need to determine the customer’s license status.
The VAR should have this information. Or you could get the Seat ID or Serial Number from the Assets Screen tab. The
Assets tab will let you search by Serial #, Seat ID, VAR (the Organization field) or by Customer (the Account field). Use
the left-most selector to specify the name of the field and the right edit control to specify the Serial #, Seat ID, VAR or
Customer, as shown here:
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Asset:

e Enhancement Request Survey 6 Home Accounts Contacts

w
|AII Assets Across Organizations v|
«T ®
Asset # Serial # Seat ID Asset Description  Original Order Organization
1-79662918 90100094895534... 416920 ENTR* 1-79661479 Solidline AG
1-79730758 416911 1-79607794 DISEGNO SOFT
1-81438136 417361 181372517 Visiativ Solutions E..
|AI| Assets Across Organizations v

Organization W ||Solidworks

Asset # Al Seat ID
Serial #
Seat ID
Asset Description 416911
Original Order 417361

F5534... 416920

Organization

418570

You could also open the Assets > More Info View tab on any SR and then use the Organization or Account picker to do a
fast search:
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Pick Account

Q [Account v| | @ 1-100r70+
Account Site Address City State Zip
Vegra InfoMax... Piqua 4729 116Th St . Marysville=iZ WA 98271
Avaco Avaco Lerchenring 6 Bogen 94327
Frankenthalkb .. Piqua 1-6 XLD .. H15566 Pigua OH 45356
Smartant Telec... Boaz 2951 State Ro.. Boaz KY 42027-9306
Alion Science a... Chennai R Tiete, 15 Santa Ritado S.. MG 37540
Cuenta 1 Me Manuel Gonzal... Victoria de Dur... 34010
Bissaro Claudio Baone v Pianesse Baone 35030
Nim-Cor. Nashua 575 Amherst St Nashua NH 03063-1048
Avaco Butler 4581 N 128th St Butler Wi 53007-2009
Emanuel_Tali Tarbes *E * *
< >

= A v x
o

After selecting the VAR or customer, you can then find the asset record for the product involved and then click on it. This
will open the asset and give you the current status below on the More Info View tab, as shown here:
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Service Components Notes Attachments
Get License Synchronize with Activation

Asset #x UG09-1-694572643 Serial # |0010005210248036
Product |SolidWorks Premium| & Revision [17.0 v
Part # |SMNDOO17 Status |Active A
1
= Contacts |Andreas Hotzel &
=
= Licens
A
Email |a-hoetzelzz@zzversanet| Upgrade Kit Required [ ]
= v Activation Type |Machine Activation |V

In this illustration, the license has a Status of ‘Active’. This field could have several other values, for example:
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Active

Canceled

ichments eIVl
Evaluation

Inactive

Pending
SLUEE  Production

Revision EESIETNTel!

Status |Active

As a TSE, you can unequivocally support an Active license. You can not support a Canceled license. For the other
status values, you need to discuss the situation with the VAR and your manager. The license may have an Entitlement
Status of Expired. Perhaps the customer will renew their license if you can help them to understand a feature about the

product. Use your best judgment. Remember your mission: to help VARs and customers to more fully and effectively
utilize SolidWorks products.

For an Active license, the next step will be to create an SR. On the Service Screen tab page, click the Service Requests:
New control (+):

4+ T Q £ 1-100f10+ ™

| Service Requests:New ‘

This will clear out all the fields in the record area and open a new record for editing. Siebel will automatically assign these
fields: SR #, Status (Open), Substatus (Assigned), Owner (your Siebel account name), Group (Technical Support), and
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the Agent Opened field (current date / time stamp). Some fields may be grayed out, with or without a value. All fields
with a red asterisk MUST have a value before the new SR can be saved.

You need to fill in the basic information you have already collected: the product, the license serial #, the End Account
(customer), the Organization (VAR), and the Summary (a brief description of the problem). [TIP: Put in the license serial
# first, as this causes other important fields to auto-populate.] Use the Problem Description field for details, instructions,
issue data, etc. Put keywords in both the Summary and Product Description fields. Do NOT put keywords in the Keyword
field. Use your best judgment for Severity. If the Severity is Critical or High, you will have to provide a Severity Reason.
Be sure the VAR and customer contact fields are filled in. [TIP: you can use the pickers from the Asset tab page views to
get this information.] Fill in other fields you think are necessary or helpful. For the Source field, you will probably select
Phone from the drop-down list:

Customer Portal
DraftSight Customer Portal

&b

Web Student
Phone

Email My Service Requests

Web
Fax

User group
Auto
Portal
Chat

Voice Message

Internal

Social Media

For a new SR, you should check the Notify SR Account Enabled checkbox field. This will send notices to the VAR when
an entry is created on the Activities or Attachments tabs. For a New Activity, select Call Inbound.
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There is one additional step to take before creating the new SR: be sure this request is not a duplicate, or that it is not
handled elsewhere. You need to do a search for other SRs using the keywords you got in your contact. This will help to
identify an SR that is essentially a duplicate. You also need to search the KB solutions database and the SPR database
to make sure there is not already a solution for the issue, or that it is not a known defect being addressed. As an
additional check, use OneSearch to scan all three databases (SR, KB, and SPR). If you do find relevant information from
such a search, notify the VAR with the details via a Web Update on the Activities tab.

When you are satisfied the request is new and unaddressed, then you need to capture the information in an SR. Review
the record to be sure nothing was omitted. Remember that when you create an SR as a result of a call, Siebel has no
record of this transaction until you create it. That also means the VAR can not see it until you create the SR. You need to
make sure the VAR has visibility of the new SR and any ensuing Web Updates you create or Attachments you add.
Follow these steps to ensure correct VAR visibility:

1. The correct VAR organization is listed under the “More Info” View tab field “Visible To:”

Visible To: |DesignPoint So

2. The VAR is listed as a contact under the “More Info” View tab field “SR Email Address”

SR Email Address:

Be sure to save the record by entering ‘CTRL+S’ at the keyboard or clicking the command control Save Record selection.
When your saving is finished, the SR is persistent and ready for resolution handling. More importantly, the VAR will be
able to see it.

4.4.2. Email to a TSE and the Use of ‘F9’ in Siebel

In this scenario, as a TSE you could be assigned an SR whose Source field was set to ‘Email’, or you might receive an
email about an unreported issue requiring you to create an SR. VARSs or customers could send such an email. Itis
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possible that a customer will send in a support question from the Customer Resource Center. When this occurs, an SR is
automatically generated and an automated email is sent to the customer. It is very likely you will be assigned such an
SR. Here is an example of what these automatically generated SR emails look like:

Your request has been received Trash  »

n solidworks.betasupport@3ds.com
: atome |~

Thank you for contacting Dassault Systémes SolidWorks Corp  Technical Support
We have received your e-mail, and the following Senvice Request has been generated for this issue. SR # 1-13683315819

Any further email correspondence regarding this Service Request should be sent to solidworks betasupport@3ds com by replying to this message. Please include this message in full in your reply.

One of our Technical Support Engineers will respond to this request as soon as possible

Dassault Systémes SolidWorks Corp  Technical Suppont

Resellers When reporting customer issues to Dassault Systémes SolidWorks Corp  Technical Support please incdude customer name, contact name. e-mail address and serial number

Dassault Systémes SolidWorks Corp
175 Wyman Street

Waltham, MA 02451

USA

wrvw solidworks com

[SR:1-13683315819]

Date Opened . 04/17/17 14:59:37

Abstract - SOLIDWORKS CAM Beta: Report a Problem - User Interface
Description - Tom

Siemaszko

tsiemaszko@agmail. com

User Interface
Low
ATTN Santiago - SR to test F email functionality

Notice the SR number and the specific syntax that is used in this automatically generated email. This syntax will be key to
your responding to these types of emails with F9, as described in this section.
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Some products like DraftSight® do not have a VAR associated with them, so direct customer contact for technical support
is very likely. Probably you will have even less information to start with in these situations. So you will have to do more
searching to find relevant information for the SR. The search techniques are essentially the same as in the preceeding
section on handling a call, except you will need to do more investigating.

One important point needs to be made up front. Do NOT use your email account (ending in @3ds.com) to communicate
directly with a VAR or customer. Siebel has mechanisms to communicate with VARS, via the Activities tab. You can use
‘F9’ functionality to send a Siebel generated email to a customer (explained below in this section). The same principle
applies to phone calls: do NOT use your phone extension to call a VAR or customer, always use your Agent Extension to
make SR related calls.

Just like direct calls, direct emails are not captured by Siebel, nor is there a transaction record in Siebel. This is true of
communication in both directions (to you and from you). If you use Siebel, there will be a record of the communication.
Use the same principles described in the previous section to create the new SR and populate the necessary fields. Of
course, for the Source field, use the value Email.

There are two ways to send an email via Siebel. You can use the application menu and click on File, and then select
Send Email (File > Send Email [F9]), as shown here:
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File Edit View Navigate Query Tools Help
Auto

Create Bookmark

Send Email... [F9]

Send Fax... [Ctrl+F9]

Send Page... [Shift+F9]
Send Wireless Message _ [Alt+F9]

Log Out [Ctrl+Shift+X]

Alternatively, navigate to the Service > More Info tab for the SR, and simply press the function key ‘F9’. When you
initiate an email from Siebel, depending on the context, you may see a preliminary Pick Recipient dialog box:

Pick Recipient

Recipient

(None)

Service Request Contact

Service Request Owner
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Click on the Service Request Contact selection. Then click on the ‘OK’ button and go directly to the Send Email dialog,
as shown here:

Send Email
| |
From ‘Beta ‘v ‘
‘ To ‘ = | Ce Bee
Subject ‘ ‘
Body | ‘v ‘
| Send Email Form Applet i
(%]
Attachments ‘ @ |L!!|

Change Language/Locale

Note that you can attach a file to the email, which may be important when communicating with a customer. Remember
also that the customer may not be able to handle a large file download.

It is crucial that you use the correct Siebel email template and use the method described here for sending an F9 email to
prevent false duplicate SRs from being generated.

When sending an F9 email, there are some important things to keep in mind:

1. Use the correct SolidWorks email account to send messages from
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In this dialog, you are given some options about which address your email should be sent from:

Send Emaill ]

From Be‘rd v

To Beta
Early Visibility JWALP

Cec
SolidwWorks APl Support

Bee TechnicalSupport

STl \VRC HELP

o | -

In most cases, you should select TechnicalSupport as the origin of the email. This uses the support@solidworks.com
email address.

The other option you might use is Beta, which is reserved for emails sent to users who are participating in the Beta
program. The Beta program runs in the Summer. See your manager for details about the annual Beta program.

2. Use the correct coded syntax to ensure replies are appended to the SR record as Web Updates, instead of
generating false duplicate SRs!

All F9 emails require a specific coded syntax in the body of the email so that any email replies from the user will appear
automatically as appended Web Updates in the Siebel Activities tab. There are two basic ways to accomplish this. The
first method is to manually use the coded syntax yourself.

Here is an example of the correct coded syntax (the [ ] characters are required):

[SR:1-1234567890]
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The number should be the SR number for the case you are working on. This can appear at any point in the body of
the email. A good practice is to put it in both the subject header and in the body at the top of the email message so you do
not forgot to insert it.

The second method is to use the Siebel template for F9 emails. In the Send Email dialog, click on the Body control (red
circle) to see the list of Siebel email templates:

Body

eMail Meeting Notification

SW Quote 12 Month Terms Order Confirm
SW Quote 6 Month Terms Order Confirm
SW SR ACR
SW SR Camtasia Info
SW SR Enhancement Request
SW SR FTP Info
SW SR Generic Email
SW SR Issue Not Reproducible
SW SR Next Service Pack
SW SR No Attachment Received
SW SR Reg Code explanation
LELSE S\ SR SPR Assigned
SW SR SPR Fix

Select the SW SR Generic Email template. This will set up your email in the coded syntax, ready for you to add your SR
number and message, as shown below:
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| Send Email

] From ‘TechnicaISupport ‘ v ‘

&

l To ‘ Cc Bee

‘ Subject |seryice Request Number: [Service Request.SR Number]

Body |sw SR Generic Email v
Dear [Service Regquest.Contact First Name], ~
Regards,

[Service Reguest.SW Owner First Name] [Service Request.SW Owner Last Name]
Dassault Systémes SolidWorks Corp. Technical Support

Dassault Systémes SolidWorks Corp.
175 Wyman Street | Waltham | Ma | 02451 | UsR
ww . solidworks.com | www.3ds.com

Eesellers: When reporting customer issues to Dassault Systémes SolidWorks
Corp. Technical Support please include customer name, contact name, e-mail
address and serial number.

Service Request Number: \[SR:[Service Request.SE Number]l] W

o

Any email that is sent back to support@solidworks.com without this correct coded syntax will be handled as a new SR,
and it will be a duplicate SR. This adversely affects Technical Support metrics and it creates more work for us. Thus,
using this coded syntax in your F9 emails prevents duplicate SRs from being created. There are other email addresses
that will also automatically generate an SR when used and thus need the coded syntax. They are:

e support@edrawingsviewer.com
e support@3dpartstream.net

e draftight.professional@3ds.com
e contentcentral2@solidworks.com
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[TIP: Use a word processor or editing tool to create your email message externally, and then copy paste it into the body,
with the coded syntax described above. Use the spelling and grammar checkers. Also remember that Siebel does not
have rich text formatting for bolding, underlines, italics, etc.]

This is the coded syntax that Siebel uses to triage incoming emails from inboxes that it monitors. If a user replies to an
email that contains this syntax, then the email will be appended as an Appointment Activity in the SR for that number,
and the Siebel Status of the SR will change to Updated. If the incoming email has an attachment, the attachment will be
appended to the Attachments tab.

This Siebel processing even applies to Closed SRs; your closed SR will be re-opened, regardless of how old it is! [TIP:
formulate stock text about "considering the issue to be resolved"”, and "submitting a new issue if there are further
guestions or concerns” that you can add to the end of a response that turns into a Pending, Resolved state.]

Additionally, Web Update activities can be sent to users as emails in SRs with the Source set to Email or Web. This
behavior is controlled by the Notify SR Account Enabled option:

SR Email Address:

[
tsiemaszko@gmail.com ‘ Email Contacts:

SR Contact Partner: Notify SR Account Enabled:

This option is only enabled by default for SRs that are received from the VRC (originating Source is Portal) or from the
Customer Portal (originating source is Customer Portal when the Beta period is active). For all other SRs, this option is
disabled. However, you can enable the option at any time. When enabled, Web Update activities are sent as emails to
the address in the SR Email Address field, regardless of the Siebel Source. If you have attachments to send the user, it
is recommended to use an F9 email (or DS File Transfer for large files). If you send a Web Update with this option
enabled and reference an attachment, the user will have no way of accessing that attachment.

When you are done creating your new SR record, remember to save it by entering ‘CTRL+S’ at the keyboard or selecting
Save Record from the command control. The saved email will be appended to the Activities tab for the SR.

When done properly, these emails (your emails and the replies back) become part of the searchable SR record on the
Activities tab in Siebel. They have information about not only the issue, but also about the customer and VAR. This can
be helpful to other TSEs and also to VARSs.
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4.4.3. Direct Message to a TSE and Screen Sharing or DS File Transfers

You may be engaged in a conversation with a coworker or someone in sales representing a customer’s or VAR’s
concerns. They may send you a request via the Skype chat window, or in a shared OneNote file, etc. A colleague may
even forward a customer request to you with the Source value set to ‘Internal’. There is a social media SOLIDWORKS
User Forum, and sometimes we get a support request from that channel, with the Source value set to ‘Social Media’. If
you received a voicemail request, you could set the Source to ‘Voice Message’.

In any of these instances you might need to do a follow-up investigation, necessitating the creation of a new SR. These
kinds of connections may not be typical or common, but they are valid. You need to respond to them with the same
approach described in the previous two sections. Some TSEs set the Source field to ‘Chat’ when they create a new SR
from such a contact.

You could get an SR with the Source set to ‘Web’. This Source value is dedicated for special auto-creating of 3D
Contentcentral and eDrawings. So if a user submits an issue from
https://www.solidworks.com/sw/support/fpsupport/index.htm# ga=2.31505592.722626805.1552388880-2ee40c50-3e94-
11e9-b0d6-dd41affd8b3b, an SR gets created automatically in Siebel with ‘Web’ as the Source value. This is the default
Source for auto-generated SRs for eDrawings, for example example SR: 1-20836434927, Owner: SRCREATORUSER,
Source: Web.

What about chat or screen sharing sessions with a VAR or customer? It is unlikely that a customer or VAR would initiate
a contact with you this way. However, a VAR or customer may request such a session to help resolve an issue, or you
may conclude that such a session would be highly effective to get a positive resolution for an SR. For certain products
like Simulation or PDM, screen sharing and remote connections are a common practice.

Here are some factors to consider when choosing a screen sharing remote connection:
e Be careful not to reveal confidential information during such a session
e There is no automatic mechanism in the Siebel CC to log or record this kind of transaction

e You need to diligently create a Web Update on the Activities tab for the SR to log and write a rationale for each of
these transactions
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Here are some Screen Sharing guidelines for TSEs.

e For any remote session that involves a customer and a VAR, whether it be pre-scheduled or impromptu from a
phone call, all three parties need to be present: you, the VAR, and the customer.

e Some VARs might request that you conduct the remote session with the customer directly. The VAR should
always be present for the meeting to give the customer a complete view of the support organization.

e We work with VARSs to help support our customers; cutting the VAR out of this relationship undermines our
organization and sets the wrong precedent for the customer.

e Even if the VAR is sitting in the meeting while muted, their presence is valuable. It is our responsibility to stress
this to the VAR and ensure they are present for any real-time communication, including phone calls.

When sharing supplemental technical documentation, here are some important things to keep in mind:

e Much like sharing a solution from the Knowledge Base, it is the TSE’s responsibility to ensure that the information
in the shared content is still technically valid.

e A TSE needs to make sure that the content is appropriate to share with a VAR or customer. If the content was
made for Internal and VAR use only, make sure the VAR is aware that it cannot be shared with a customer.

e If you refer to a large document like a SolidPractice, make sure to highlight which portion of the document contains
the relevant information.

The content you would like to share with a VAR or a customer will most likely be small enough to add under the
Attachments tab of the SR. To add the attachment, you can drag-and-drop it into a blank area in the Attachments tab, or
click the small plus button and browse to your file in Windows Explorer:
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MoreInfo  Activities [ENEENEHEE Audit Trail  SPRs  Related SRs  Solutions VAR Survey

Attachments + @ Q & -eofe S

& New File | ‘VH ‘ ®

Attachment Name Size (In Bytes) Type Modified Show VAF
Add Attachment

An error has occurred 12,778 docx 10/19/2018 06:46:00 A.
Please specify a File Name or URL:

attmept at error logs 314,601 docx 10/19/2018 1224222 P
File Name:| Browse... Mo file selected. ‘

dxdiag URL: 546,127 pdf 10/9/2018 05:08:21 AM

DxDiag 17,280 mt 10/9/2018 05:11:27 AM

s

DXError hs 346 log 10/11/2018 10:4357 A...

error during repair 17,451 JPG 10/2/2018 10:55:52 AM

logs for viz 12,471 zip 10/2/2018 12:59:17 PM

[

In general, a file that is ~20Mb or smaller should easily upload to the Attachments tab. The Siebel size limit on a file
attachment is 200Mb. If you have problems uploading a file to the SR, you can create a secure workspace using the DS
File Transfer site (https://filetransfer.dsone.3ds.com/Home.aspx). Make sure to put the SR number and possibly the
customer account name in the workspace name to allow for easy identification of the invitation email:

Workspace: SR 1-1234567890 - Techgroup Designs, LLC Total size: 0
Expiration date: Monday, October 29, 2018 12:47 AM GMT
Created by: Jonathan WALP (JWP1)
Description: Workspace to upload content for SR 1-1234567890
4

Upload the file and use the VAR’s email address (generally the SR Email Address: field in the More Info tab) to send an
invitation using the “Add external members” button:

External members (passwords are hidden for non owners) Add external members

Email Company Description

No records to display.

2 2,
2S SOLIDWORKS 150 DS DESSAULT | The 3DEXPERIENCE Company



https://filetransfer.dsone.3ds.com/Home.aspx

Remember that the DS File Transfer facility puts an automatic time limit on the share. You can easily extend the
expiration date, if needed. Be sure to log this action on the Activities tab for the SR.

4.5. Split SRs

At times you will be assigned an SR and as you unpack and investigate it, you might discover that there are multiple and
distinct issues involved. The VAR or customer might be too close to the problem to discern this. One of the key
guidelines for Technical Support Service Requests is that each SR should address one specific and unique issue. As a
TSE, you never reject an SR because it covers more than one issue. It is also wrong to address only one or some of the
issues in an SR. You must address all issues in the SR.

The correct way to handle these situations is to decompose the SR into two or more SRs. These SRs are referred to as
‘Split SRs’. You need to understand that you must fully notify the originating Source (probably a VAR or customer) that
you have decomposed the reported issue into two or more issues. You must also perform SR, KB and SPR database
searches for each of the identified issues to make sure that they are have not already been submitted or handled. Here is
summary of the necessary steps to handle a split SR:

1. Enumerate and describe each issue in the decomposed SR

2. Do a search to make sure each issue is unique (not a duplicate) and unhandled (not in the SR, KB or SPR
databases)

Create a new SR — do this once for two issues, twice for three issues, etc.

Copy/Paste the Serial Number field from the originating SR into the Serial Number field of the new SR or SRs
Create the narrative in the Summary and Problem Description fields for each new SR

Put the appropriate values in the as yet unfilled fields, especially Severity

Update the original SR appropriately

Make sure the originating Source is properly notified for the changed originating SR and the new split SRs
Save ALL the SRs

© ©® N o kW

p 2,
2S SOLIDWORKS 151 DSSDfSSfE";{,‘iJé-; | The 3DEXPERIENCE Company




Have the originating SR open for editing in the Service Screen tab. After deconstructing the SR into unique issues and
doing searches on each issue, you are ready to construct the split SR. The preferred practice is to create a new SR and
manually Copy/Paste the originating fields into the new SR as needed. A key field to copy first is the Serial Number field.
This will make sure the Visible To field is automatically populated by Siebel correctly:

Serial # |90000157784313494M6P¢S| [&] Visible To |Solidworks =

Alternatively, you might use the Siebel Copy Record command. This is sometimes problematic, but it is described here
for your reference. There are two principal ways to copy an SR. Enter ‘CTRL+B’ at the keyboard, or use the command
icon or Application menu to select Copy Record [Ctril+B], as shown here:

4+ G Q £ 1-100f10+

sed

File ' Edit View Navigate Query Tools Help

New Record [Ctrl+N]
Copy Record [Ctri+B]
Save Record [Ctrl+S]
Save Target List
New Query [Alt+Q]

Run Query [AR+ENTER]

£ ‘equest Charts
New Record [Ctrl+N]

Copy Record [Ctrl+B]

Refine Query [Alt+R]

Application Menu
S

Save Query As [Alt+S]

Save Record [Ctrl+S
About Record [Ctri+Alt+K] [ ! Status
. Change Records...

Record Count [Ctrl+Shift+3] Open
Create Bookmark_.. Open

. . Select All [Ctri+A]
Print Preview... Open

. Invert Selection
Print .. Open
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Siebel will copy the SR into a NEW SR with a new number and open the new SR’s record ready for editing. You will
notice that the new SR’s Status is the same. However, the Summary and Problem Description fields are blank, and the
Severity field is not set in the new SR, as shown here:

Entitlement Status [l |Active v
Product |with SOLIDWORKS Visualiz| [ * A

w

Revision |27 0 N

Agent Openedx (4/1/2019 03:48:08 PM

Problem Description

Whether you create a new SR or Copy Record, you need to make sure the other fields are filled in, including the crucial
fields that have the VAR and customer contact information. You need to extract the issue narrative from the originating
SR and revise it for the new sole purpose SR. Also, set the Severity for the split SR. If the Severity is Critical or High,
you will also need to provide a Severity Reason. Review and edit other fields as needed.

Make sure the VAR or customer will be notified for the changed and new split SRs. Copying the Serial Number field will
properly set the Viisble To field for these notifications. You may need to submit an F9 email notification in some cases,
especially if the originating Source field was not a VAR. Be sure to Save ALL the SRs.
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4.6. The About Record

The Siebel CC has a feature that enables you to see basic information about any object in Siebel: the ‘About Record’.
You can access this feature by clicking on the gear command icon and selecting it from the drop down list, as shown here:

Lo ] Q £ 1-20f12 7

New Record [Ctri+N] bla

Copy Record [Ctrl+B]

line
Save Record [Ctr+S]

New Query [Alt+Q]

Run Query [AR+ENTER]

Refine Query [Alt+R]

Save Query As [Alt+S]

About Record [Ctri+Alt+K] E
Record Count [Ctrl+Shift+3] L
Create Bookmark...

Print Preview...

Print_. | 5 F

You can also access the About Record by entering ‘CTRL+ALT+K’ at the keyboard, or selecting it from the main
Application menu Help > About Record. [CTRL+ALT+K]. Either way, Siebel will present basic information about the
item in current focus, such as Screen Tabs, View Tabs, Attachments, and Activities listings.

Below is an example About Record display for an SR:
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- About Record

Created On 4/2/2019 01:42:27 PM Conflict #0 |
l Created By NLEUCIT1 Modification #2
Updated On 4/4/2019 02:50:46 PM Row #1-9M7MDEA

Updated By NLEUCI11
Last Updated Source User

Last Updated On 4/4/2019 02:50:46 PM

-_

The basic display always is the same. Only the specific data for the object in focus will vary. The About Record gives you
information on when the object was created or updated and who the individual was. This can be useful in auditing and
investigating the history of an SR, or tracing the activities of a VAR or customer.

Consider a scenario where an SR has many attachments — some attachments were added by the TSE and some were
added by various SR Contacts at the VAR organization. If the original TSE goes on vacation and the SR gets reassigned,
the assigned TSE might want to go through the list of attachments to determine who added what. In Siebel, there is
unfortunately no ‘Created By’ column in the Attachments tab. However, using About Record on each attachment will
show you who last updated the attachment and when.

There are many uses cases for the About Record. For example, the Audit Trail tab does not capture every single action in

an SR. If you notice an unexpected change in an SR and the Audit Trail shows no record of it, you can check the About
Record > Updated By to look for clues.
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Also, you can check About Record > Created By to see who added a certain SPR to Siebel. Note that for an SPR, this
would typically be the same person who wrote the SPR in the SPR Database system, but in some cases it can be
someone else. For example, SPR 1112855 was initially written in the SPR database by Julien Boissat in December 2018,
but not added to Siebel right away because Julien discovered it himself while investigating an unrelated customer

concern. A customer subsequently encountered the same behavior in March 2019, at which time another TSE, Jay
Seaglar, added the SPR to Siebel, as shown below:

Product Defect + « o Previo

SPR #+ (1112855 | Severity Customer Status (Implemented Show Web
Date Found |12/14/2018 lm| Version (2019 SPO2 !V

Product |SolidWorks Plﬁ v Customer Impact |High IVJ

“E | Area |Plastics IV Keyword |Plastics - Postprocessing
Summary ¢

|Regression: The POE file expoi .
iSnnu!.m-nn causes ‘SW Plasuc AbOUt RE‘COI d

{read in a nonfinear studv - mci Customer Summarys

Show SPR Fixed List []

Enhancement

)

Regression: The POE file exported 1o SOLIDWORKS
Simulation causes 'SW Plastics data mapping failed’ when
read in a nonlinear study - incidentally, the POE file is half the

Description Created On3/25/201907:51:.08 AM  Conflict #0 size it used to be in earlier versions
|Regression: The POE file expol Created By JSEAGLAR Modification #4
Simulation causes 'SW Plasticy Updated On 3/27/2019 051131 AM Row #1.9LICQUE
iread in 3 nonlinear studv - inc Updated By £iMm
Last Updated Source EIM
SPR Statue Key: Last Updated On 3/27/2019 05:11:31 AM
Open Open active isg
Implemented Fixed in the ver]
Closed Will not be impl
Closed (Implemented) No longer repro
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4.7. How To Read An Audit Trall

Siebel does provide the means to examine the history of an SR, with some limitations. You can find this information on
the Audit Trail View tab for an SR you have opened in Siebel. Click on the Audit Trail tab to bring up the page:

Activities  Attachments AGIEICTE SPRs

The Audit Trail Items page shows you who did what and when. The Employee Login field shows who made the change.
The Operation field shows what was done. The Field field shows the name of the modified field. The Old Value and
New Value fields show the previous and current values for the field. The Date field gives the Siebel date-time stamp for
the activity, as shown here:

Audit Trail ltems

v O,

Employee Login Business Comp« Field Operation Old Value New Value Date

MMAHER Service Request  Status Modify Pending Updated 2/22/201911:3..
MMAHER Service Request  Status Modify Updated Pending 2/7/201911:26...
MMAHER Service Request  Severity Modify 3-Medium 1-Critical 2/7/201910:35...

The default ordering of this view is sorted by Date in descending order (newest to oldest). This page presents some but
not all changes for the SR. It does show actual Siebel record edits, so at a high level you can investigate the history of
the SR and the chain of actions and decisions that led to its current state. However, there are some glaring omissions.
The Audit Trail does NOT document Activities or Attachments histories. You can examine those artifacts directly and
check their About Record information.
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The following example shows that the TSE made several changes to an SR in a very short period of time:

-

Audit Trail ltems

Employee Login Business Comp: Field

GPURSEL1
GPURSEL1
GPURSEL1
GPURSEL1
GPURSEL1
GPURSEL1
GPURSEL1

Service Request  Sub-Status
Service Request Commit Time
Service Request  Sub-Status
Service Request  Status
Service Request Commit Time
Service Request  Sub-Status

Service Request Status

v ‘ Audit Trail ltems List Applet k.’)
|

Operation
Modify
Modify
Modify
Modify
Modify
Modify
Modify

Old Vvalue

No response
3/12/2019 09:00:(
Waiting on Custon

Pending

Assigned
Open

New Value Date
Resolved 3/6/201907:33...
3/6/2019 07-33_..

No response 3/6/2019 0733...
Closed 3/6/2019 07:33...
3/12/2019 09:00:C 3/6/2019 06:25...
Waiting on Custon 3/6/2019 06:25...
Pending 3/6/2019 06:25 ..

Although you can check the ownership, status, substatus, and severity history of an SR using the Audit Trail, you cannot
see the history of changes to the contact fields. If you need to analyze the history of the Activities for an SR, you can
Export that data to a CSV file and then open the data in Excel to sort and search through it.

There is one other crucial detail about the Employee Login field. You may see a login name of SADMIN for some
transactions. This name indicates a change made by the Siebel CC itself, for example when an auto-assigned update

was made.

While Audit Trail is not comprehensive, it is a good place to start when you need to investigate the history of an SR.
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4.8. VAR Surveys

The SolidWorks TSEs are a Level 2 support group. This means they are not the first level of customer support service
providers. VARSs are the Level 1 service providers for SolidWorks. SolidWorks customers contact their VAR for all
support issues. Each VAR is expected to field customer requests, investigate issues, search the available SolidWorks
resources on the VRC, and handle all problems. If the VAR needs assistance during this process, they create an SR on
the VRC, which initiates the TSE response and handling of the SR.

Some VARS have deep expertise and knowledge of SolidWorks products, with a strong organization to support
customers. Other VARs are novices, new to SolidWorks, and they may have limited staff resources. There is always the
problem of consulting vs. servicing. TSEs assist and help VARs to meet the needs of our customers. TSEs do not do
consulting work for VARs.

There is an ongoing need to evaluate the VARS, their level of training, their expertise, and their customer support skils.
This helps us to be more effective in managing our resources and time and to continuously improve the level of support
our customers receive. The VAR Survey is designed to address this need.

The VAR Survey is a small set of standard questions for TSEs to use in evaluating a VAR’s performance. These
guestions are implemented on the Siebel VAR Survey View tab. When the SR is closed, the TSE can click on the VAR
Survey View tab to bring up the page and access the questionnaire.

Most of the questions have control selectors at the right end of the field for capturing information. Only the Comments
edit control allows free form text. Siebel will capture your responses and use them to aggregate with other TSEs
reponses to build a profile of the VAR’s quality of support. Of course the questions are subjective, but when collected
over time, your responses can help build a composite of the reseller's performance. This is useful to determine if the
reseller needs more training, or if there is a noticeable problem in the pattern of support.

An example of the VAR survey questions (with responses excised) is shown below:
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More Info  Activities Attachments Audit Trail SPRs Related SRs  Solutions RYVARESa%:Y

VAR Survey

Survey Date/Timex |4/11/2019 07:19:26 AM

Was this call with a Reseller? | v

How would you rate the VARs preparation for this Service Request?
Did they use the KB and other resources, etc?

How would you rate the quality of the SR Report? ).

Rate the Responsiveness of VAR when information was

requested v
If a conference call with the customer took place, how would you rate the VAR's presence
in front of the customer. Did they represent SolidWorks well?

Does this VAR require further training? v

Comments

Siebel fills in the date time stamp automatically. The first question is crucial. This should always be ‘Yes’. This survey
should always be about a VAR, never a customer. The rating questions are on a scale of 1 to 10, with 10 representing
the best or highest rating. Add any Comments that are concise, pertinent and provide further useful information about
the experience you had handling the SR with the VAR.

Note that SR should not have been auto-closed. This is not desirable. We want the VAR to be responsive and engaged.
How often should you complete the VAR Survey? We have a 10% survey completion as a goal. A good rule of thumb is
whenever the VAR’s performance is Very Good or Very Poor you should take the time to complete the survey.

Below is an example of a survey for a Very Good performance:
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More Info  Activities  Attachments  Audit Tral SPRs Related SRs  Solutions [RVARESIEY

VAR Survey

Survey Date/Timex

Was this call with a Reseller?

How would you rate the VARs preparation for this Service Request?
Did they use the KB and other resources, etc?

How would you rate the quality of the SR Report?

Rate the Responsiveness of VAR when information was

requested

If a conference call with the customer took place, how would you rate the VAR's presence
in front of the customer. Did they represent SolidWorks well?

Does this VAR require further training?

Comments

4/11/2019 07:19:26 AM

Yes D, 4

10

10 N 4

10 bd

10

No 4

Lo T

“ Is consistently very professional and has a good eye for detail.
His communication is excellent, as are his overall support skills. A
pleasure to work with.

As a contrast, consider this survey response for an underperforming VAR:
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VAR Survey

Survey Date/Timex [4/1/2019 11:36:02 AM

Was this call with a Reseller? |Yes v

How would you rate the VARs preparation for this Service Request?

Did they use the KB and other resources, etc? 6

How would you rate the quality of the SR Report? |§ v

Rate the Responsiveness of VAR when information was

requested

If a conference call with the customer took place, how would you rate the VAR's presence
in front of the customer. Did they represent SolidWorks well?

10 v

8

Does this VAR require further training? |Yes v

VAR copies customer responses and only serves as an email relay. VAR
does not take time to dig into and study the issue or try to troubleshoot.

Comments

Use your best judgment. Be fair but honest. The point here is not to punish underperforming VARSs but to help them
improve so that they can contribute to the customer’s positive view of SolidWorks products.
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4.9. Handling ‘SPAM’ (Invalid) And Duplicate SRs

Unfortunately, there is a substantial amount of noise in SR handling. Invalid SRs are very common, and they clog the
Technical Support workflow, consume precious bandwidth, and lower our metrics. All TSEs are responsible for
confronting this problem and helping in its resolution.

What is an invalid SR? An invalid SR is not generated by a VAR or customer seeking assistance with a SolidWorks issue.
An invalid SR can be generated because of replies to misunderstdood automated emails, or even a mistake in SR
handling. Aninvalid SR can often look like an actual SR. Perhaps the most common type of invalid SR is sometimes
called a SPAM SR. These invalid SRs are often generated when someone responds to an automated email without using
Siebel or proper SR email handling. These emails will generate a new, invalid SR when they get processed in Siebel.
They have specifc text in the Summary field of the bogus SR: “Automatic reply Service Request Assignment — some SR
#”. See the example below. Note the text in the Summary field with the red arrow. Note also the Status / Substatus.

Invalid SR:
1-21020523044 Open Automatic reply: Service Request... Coles (999) 480-8583 CMARECAUX
= A v A 4
1-21020523044 +
SR# ‘1—21 020523044 ‘ ’ = ‘ ‘ al ‘
| - | | ]
—
’ ‘v ‘ ’ cy Statusx ‘Open \ lv ‘
X

’ & ‘ ’ Substatus* ‘Assigned ) ‘V ‘
| ] | | roen g ||

‘ Iv‘ Owner | CMARECAUX @
Summary Groupx ‘Technlcal Support ‘V ‘

Automatic reply: Service
Request Assignment -
121005695605

| ]
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You should NEVER change the Status / Substatus of the SR to Closed / Resolved. When you handle such an SR,
change its Status / Substatus to Cancelled / Not An Issue, and then save it. Closing the SR will affect your metrics and
TS metrics overall. Cancelling the SR preserves your metrics and it declutters your workload. Again, Do Not change the
Status / Substatus to Closed / Resolved. Change the Status / Substatus to Cancelled / Not An Issue, as shown
below:

1-21020523.. Cancelled Automatic reply: Service Req... Coles (999) 480-85.. Ch

1-21020523044 + T Q &% 10f 1 .
SR # |1-21020523044 = v
= v
v =Y Status+ |Cancelled v
Y Substatusx |Not an Issue v

If you want to weed-out these invalid SRs, the best method is to conduct your query and then Export the results to an
Excel ‘.csV’ file. In Excel, you can search the Summary field for the text ‘Automatic’ or ‘Automatic reply’. All those SRs
that match that search should be Cancelled in Siebel. Remember that you can not query the Summary field in Siebel.

Duplicate SRs often result from a mistake in the handling of a split SR. If you have created a new SR that is a duplicate
of an existing SR, simply change the Status / Substatus to Cancelled / Not An Issue for the duplicate SR.
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APPENDIX A. Siebel Reference: Simple Query Operators and Examples

When you create a query, you use operators or conditions that Siebel uses to search the database for matching records.

Operator Description Example

*rang* finds arrange, arranged, orange, orangutan, range,
ranges, ranging, rang, strange, stranger, strangest, strangle,
wrangle, and so on.

Wildcard operator. Notes:
Placed anywhere in a string, returns records
* containing the string or containing the string plus e You cannot use * to find dates.
any additional characters at the position at which e To find words on more than one line in a field, you should
the asterisk appears, including a space. use * to separate the words. You cannot query for control

characters or non-printable characters, such as line feeds
(LF) or carriage returns (CR).

Wildcard operator.
Placed anywhere in a string, returns records

? containing the characters specified in the string,
such that any character may appear at the location
of the question mark.

?rag finds brag, crag, and drag.
t?pe finds type and tape.

Surrounds a string that, unless modified by a

wildcard (* or ?), must be matched exactly. "*Sun Solaris™ finds records for which the value in the query field
Quotes let you query for groups of words in their is Sun Solaris.
exact order.

Placed before a value, returns records containing  =Smith finds all records for which the value in the query field is
a value equal to the query value. Smith.

<6/20/01 finds all records in which the value of the query field is
less than 20 June 2001. When entering a date, use the format that
is specific to your implementation.

Placed before a value, returns records containing
a value less than the query value.
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<>

>=

IS NULL,
is null

IS NOT
NULL,
is not null

LIKE

NOT LIKE

Placed before a value, returns records containing
a value greater than the query value.

Placed before the value, returns records
containing a value that is not equal to the query
value.

Placed before a value, returns records containing
a value less than or equal to the query value.

Placed before a value, returns records containing
a value greater than or equal to the query value.

Placed in the query field, returns records for
which the query field is blank.

Placed in the query field, returns records for
which the query field is not blank.

Placed before a value, returns records containing
the value.

Placed before a value, returns all records not
containing the value.

Placed before LIKE and a value with a wildcard
operator, returns all matching records regardless
of case.

>5/31/01 finds all records in which the value of the query field is
greater than 31 May 2001. When entering a date, use the format
that is specific to your implementation.

<>6/20/01 finds all records in which the value in the query field is
not 20 June 2001.

<>Paris finds all the records in which the value in the query field
is not Paris.

<=500 finds all the records in which the value in the query field is
less than or equal to 500.

>=500 finds all records in which the value in the query field is
greater than or equal to 500.

Enter IS NULL in the Due Date query field to find all records for
which the Due Date field is blank.

Enter IS NOT NULL in the Due Date query field to find all
records for which the Due Date field is not blank.

LIKE Smi* finds all records in which the query field starts with
Smi.

Note: This operator is not required in simple queries. In the
example above, entering Smi* (without LIKE) in the query field
returns the same results. To find matches regardless of case, you
can use ~ (tilde). See ~ for details.

NOT LIKE Smi* finds all records in which the value in the
query field do not start with Smi.

~LIKE Smi* finds all records in which the value in the query
field starts with Smi, smi, SMI, and so on.
Note: Using this operator may affect performance.
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http://swsiebel.solidworks.com/callcenter_enu/help/siebfindinginfo.htm#queryoper_tilde

Compound Query Operators and Examples

When you create a compound query, you must use parentheses to control the order in which the application looks for matching
records.

Operator Description Example
performance* AND *memory™* finds all records in which the query
AND Placed between values, returns only records for field starts with performance and also contains memory.
and which all conditions are true. *disk* and *crash™* finds all records that contain both disk and crash
in the query field.
*performance* OR *memory* finds all records that contain either
OR Placed between values, returns records for performance or memory in the query field.
or which at least one condition is true. performance or memory* finds all records in which the query field

value is performance or in which the query field starts with memory.

*performance* AND NOT LIKE *memory* finds all records that
NOT Placed before a value, returns only records not  contain performance but not memory in the query field.
not containing the value. NOT (performance OR memory) finds all records that contain neither
performance nor memory in the query field.

(sun* OR moon*) AND NOT *stars* returns records in which the
Surrounds the values and operators that will be query field starts with sun or moon, but does not contain stars.
0 processed first, regardless of the default (performance* OR memory*) AND LIKE (*problem*) finds all
processing order. records in which the query field starts with performance or memory and
also contains problem.
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APPENDIX B. Beta Program and Siebel Beta Tab

The SOLIDWORKS Beta Program is run annually in the Summer (late June to mid September). Key VARs and
customers participate with Development, QA and Technical Support to preview, evaluate and provide valuable feedback
on upcoming product releases. Here are some key facts participating TSEs need to know about the Beta Program:

e Arevised SR handling process occurs only for those participating VARs and customers
e The Siebel Beta Screen Tab is used instead of the Service Screen Tab, with notable differences
e Any saved queries created for the Beta Tab are unique and do not apply to Service Tab SRs

To access the Beta Tab, start by clicking on the link from the Home page:

e Solution Administration e Service Analytics 6 SR Customer Survey

‘ My Beta Service Requests
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The main Beta landing page is mostly the same, with some notable differences. For example, there is a Beta Points
column, as shown here:

e Enhancement Request Survey 6 Home Accounts Contacts Assets e Service Calendar e SPR @ Solutions Actlwties R Beta

Beta Service Requests List

v
Beta Service Requests + @ Q

SR# Agent Opened Status Severity Summary Account Owner SPR # Beta Points

1-19057410101 9/25/2018 05 Closed 1-Critical Brief summary of your problem . Hb_ Molding In_. JOSEMORENO 0
1-19054114307 9/25/2018 12:... Closed 1-Critical Export to AEC (.rfa) in SW PR1 c.. Solidworks Sa.. JOSEMORENO 1
1-19043564903 9/24/2018 06-_ Closed 4-Low 2019-0P-CHL Company: FAMAE _ Solidworks Sa . 1
1-19043564579 9/24/2018 05:... Closed 4-low 2019-OP-CHL Company: BulkW.. Solidworks Sa... 1
1-19043564157 9/24/2018 04:.. Closed 2-High 2019-0P-CHLCompany: Americ... Solidworks Sa.. JOSEMORENO 1
1-19032090091 9/21/2018 02:_. Closed 3-Medium | need to reset my HUL license. . Flowserve Lim_. JOSEMORENO 1
1-18976725861 9/17/2018 11... Closed 5-Question See SR 1-189009889411 gota S.. Hydac Intl. SANASANE 2
1-18959602171 9/15/2018 01-_ Closed 3-Medium Reference to SR no-1-1889748 . Ideas Design . TSTENDEL 1
1-18942810734 9/14/2018 12... Closed 3-Medium Split from 1-18931470421 Dime... CCHEN3 2
1-18942810632 9/14/201812... Closed 3-Medium Split from 1-18931470421 I'd lik... CCHEN3 2

Activities  Attachments  Audit Trail  SPRs  Related SRs  Solutions

The participating TSEs award Beta Points according to formulas in a table. When the program is launched every year,
this table is upated and distributed to participating TSEs for awarding the Beta Points.

The Beta SR record also has notable differences. The SRs are autopopulated based on the product serial numbers given
to participating customers. One of the key differences is that the Group field defaults to ‘Beta’. An example of an SR
record from 2018 is shown below:
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Beta Service Requests List
v

Activities  Attachments Audit Trail SPRs Related SRs  Solutions

+ il Q Fe 4 2011+ P e

SR# ‘1-1 9057410101 ‘ SR Account ‘Hb_ Molding Inc. ‘ Area ‘Administration/lnstall Beta‘ hd ‘ Severity* |1-Critical ‘ v ‘
Product ‘SOLIDWORKS 2019 Beta ‘m ‘ SR Email Address ‘patr\'ck.ogburnzz@zzhbmoldin;‘ ‘ ‘V ‘ Severity Verified
‘ ‘V ‘ SR First Name ‘Patn‘ck ‘ Status ‘Closed ‘V ‘ Severity Reason

What type of problem are ™

you reporting?

Summary |gief summary of your " SR Last Name ‘Ogbum [ | Substatusx ‘No response ‘ v ‘ Crash or Hang. v
problemRenewed 2018 Hnuwr nftan dnac thic
SOLIDWORKS Standard Country ‘USA ‘V ‘ Owner ‘JOSEMORENO @&l
Annual Subscription. 2019 —=—__  Agent Openedx ‘9;‘25{2018 05:41:14 AM ‘
Beta version can no longer v Beta Points ‘0 ‘ Groupx ‘Bela v
use the license "Activation ‘ ‘

Focus Area || Source ‘Custemer Portal ‘V ‘
List the steps we can take  * Agent Closed ‘91’29”2018 04:31:01 PM ‘
Problem Description |to reproduce the problem
(include the names of files, Visible To ‘Solidworks ‘ = ‘
features, studies, etc )

There are some new fields shown in this record. The Severity Verified checkbox is crucial. The SR can’t be closed if
that checkbox is unchecked. This forces the TSE to confirm the Severity field and Severity Reason for the SR.

Severityx

1-Critical ‘ v

Severity Verified [ h

The TSE uses the Beta Points edit control to award Beta Points.

Beta Points |0
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Another Ul addition is the Focus Area checkbox, just below the Beta Points edit control. Focus Areas are set up for
each year and announced when the program is launched for the summer.

Focus Area [ |

The SR handling workflow and status changes are the similar to regular SR handling. However, whenever there is a
status change that sets an Auto Close date, the Beta practice is for the TSE to shorten the waiting period for the auto-
closure to the next three (3) days. This is done to speed up and streamline SR processing during the Beta Program.

Whenver a comment is added on the Activities tab page, the Show Customer checkbox is automatically checked, since
the Beta Program specifically includes customers.

Activities
Show Custome Type Comments Created By Created
Web Update Hi Patrick, Beta e JOSEMORENO  9/25/2018 01:...

2 P
2S SOLIDWORKS 171 DS DESSHULT | The 3DEXPERIENCE Company




APPENDIX I. ITAR Data Restrictions

The International Traffic in Arms Regulations (ITAR) is a United States regulatory regime to restrict and control the export
of defense and military related technologies to safeguard U.S. national security and further U.S. foreign policy objectives.
We occasionally need to work with ITAR Data. This type of user data requires special handling instruction. Below is a
link for our Technology Control Plan (TCP) for handling restricted data including ITAR and Export Administration
Regulations (EAR):

http://ag-dscollaboration.dsone.3ds.com/sites/DS-Legal-Group/ExportCompliance/Military/default.aspx

Itis anillegal export to provide “access” [even “potential access” — i.e., an inappropriate person had the ability to see the
data although they never did see the data] to any person who is not a U.S. citizen or resident alien [holder of a green
card]. We have many non-U.S. citizens and non-resident aliens employed at SolidWorks, therefore we must be very
careful in how we handle ITAR Data to ensure we do not carry out an illegal “export”.

ITAR Data can ONLY be loaded on a standalone computer with restricted access. It CANNOT be loaded on a computer
that is accessible via a network.

ONLY U.S. citizens and resident aliens [holders of green cards] (“a “Permitted Person”) may use the computer on which
the ITAR data is loaded and may access the ITAR Data.

If SolidWorks Technical Support receives ITAR Data, a Permitted Person should review the data to diagnose the bug
being reported. The Permitted Person must then write a bug report that describes the problem in a generic manner —i.e.,
a manner that a general commercial user might find. If a model that illustrates the bug must be provided to the
development group, the bug should be recreated in a model that does not contain ITAR Data. The bug report provided to
Development CANNOT contain any ITAR Data.

If the Permitted Person cannot write up a bug report and/or recreate the bug in a manner that does not contain any ITAR
data, then an export license must be obtained before the bug report can be forwarded to Development. The Permitted
Person should contact the SolidWorks General Counsel and request that they obtain an appropriate export license.
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http://ag-dscollaboration.dsone.3ds.com/sites/DS-Legal-Group/ExportCompliance/Military/default.aspx

This process applies whether the ITAR Data is supplied in order to report a bug or to request an enhancement.
Once the bug report is written and/or the SPR is closed, the ITAR Data should be deleted from the isolated system.
Special Caution with Enhancement requests.

If SolidWorks modifies our product in a way that incorporates ITAR Data, our standard product may become subject to the
ITAR restrictions and we would be severely restricted in our ability to continue to distribute our product.

Therefore, if a VAR or customer makes an enhancement request, we must ensure that it is a request that has a general
commercial purpose and we must document the general commercial purpose. Do Not accept enhancement requests that
only make sense in the context of ITAR Data.
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APPENDIX S. Siebel Setup for F9 email
Set Up Custom F9 email through Siebel CC In 12 Steps

By Alani Salih

1. Login to your Siebel Account
2. Click ‘Navigate’ > Site Map

€)=y C o (iJ & swsiebel.solidworks.com/callcenter_enu/start.swe?SWECmd=Gc

File Edit View = Navigate Query Tools Help

= Site Map [Ctri+Shift+A]

Application Menu

Next Record [Ctrl+Down]

Next Record Set [Alt+Ctrl+Y]

My Homepage
Welcome Back Salih Alani. Today is TEHE:E\8aEeelfe S (AR
(GMT-05:00) Eastern Time (US & Cana

My Links
My Quotes
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3. Click ‘Communication’

I !

Screens

Click a screen hyperlink to see all the views for the screen.

* Accounts * Home
- Activities - Info Center Explorer
= Administration - Solution - Projects
» Advanced Search * Quality
* Assets * Search
* Beta * Service Analytics
- Calendar - Service Requests
= Solutions
. Comacm + Usage Accelerator
+ Contacts * User Preferences

* Delivers

» Enhancement Request Survey
* Expense Reports

~ N METES
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4. Click on ‘My Profiles’ under communications

Home:

@f Accounts A Contacts [l Assets .

% - Communications

= My Profiles

= Contact Us
= Mail or Fax

-

4 - Contacts
= Contacts List
= Accounts
= Activities
= Customer Satisfaction Surveys
= More Info
= All Contacts
= All Contacts Across Organizations
= My Contacts
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5. Under Profiles click ‘New’ or plus sign

Profile
A Home @ Accounts A Contacts [l Assets - M sPR M Solutions MM Activities [l Solution Administration [l Service Analytics [l Solutions Translations

My Pro
v

Profiles

l [l | @
Name Driver

3DCC Support-Sal Internet SMTP/POP3 Server
3dpartstream-Sal Internet SMTP/POP3 Server
DraftSight Professional-Sal Internet SMTP/POP3 Server
edrawings-support Internet SMTP/POP3 Server
Premuim Support-Sal Internet SMTP/POP3 Server
Salih Alani Internet SMTP/POP3 Server

2 2
2S SOLIDWORKS 177 DSSD,_?SS.,?E”,\,‘,J‘:!-; | The 3DEXPERIENCE Company




Profiles
Name Driver
DraftSight
3DCC Support-Sal Internet SMTP/POP3 Server

3dpartstream-Sal
DraftSight Professional-Sal
edrawings-support
Premuim Support-Sal

Salih Alani

2
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Internet SMTP/POP3 Server
Internet SMTP/POP3 Server
Internet SMTP/POP3 Server
Internet SMTP/POP3 Server

Internet SMTP/POP3 Server

D7S SDRSSRULT

6. Enter the desired name for your email under ‘Name'’ field (e.g DraftSight) , please note this name is just
for your own reference ; the name will not be shown to the receiver.
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7. Under ‘Driver’ click the magnifier

ap

Profiles
v
Name Driver
DraftSight
3DCC Support-... Internet SMTP/POP3 Server
3dpartstream-..  Internet SMTP/POP3 Server
DraftSight Prof... Internet SMTP/POP3 Server

edrawings-sup ...

Premuim Supp...

Salih Alani

Internet SMTP/POP3 Server
Internet SMTP/POP3 Server
Internet SMTP/POP3 Server
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8. Search for ‘Internet SMTP/POP3 Server’ from the list. Use the search filter text ‘Int*’ to find it > select
‘Internet SMTP/POP3 Server’ > OK

CommSryv - Pick Driver

r—
Q ‘Name \VM ‘ @ 1-20f2
Nameav Type Inbound Flag  Outt
Internet SMTP/IMAP Server Email
I Internet SMTP/POP3 Server l Email

<« i ] »

9. Under ‘Profile Parameters Overrides’ click ‘New’ or plus sign.

Profile Parameter Overrides Ea a =

| | | ® e

Nameav Value
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10. Click the dropdown under ‘Name’ and select ‘From Address’

Profile Parameter Overrides + & Q
l ] | ®
Nameav ._'Value
Ime Address I I‘V‘I
11. Under ‘Value’ enter the email address (e.g DraftSight.Professional@3ds.com)
Profile Parameter Overrides +
| ] | ®
Nameav Value
From Address ‘Draftsighl Professional@3ds.com

You have finished. Save the Record by entering ‘CTRL+S’ at the keyboard.
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12. Now if you want to reply to a Service Request using F9, click the drop down under ‘From’ then select the
email you have just set up

Send Email

From (3pcc Support-Sal v

il 3DCC Support-Sal

3dpartstream-Sal

Cc
Beta

el DrafrSight
NIL-w@ DraftSight Professional-Sal
Body edrawings-support
Premuim Support-Sal
Salih Alani
SolidWorks APl Support
TechnicalSupport

VRC HELP

Attachments ‘ @ [ 1]

Change Language/Locale
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APPENDIX T. TSEs Siebel Q & A

Category

Topics discussed

Email Subject | TSC link

Sender |
Author

Account |
ESS

How to subscribe to SR
notifications when not the
owner nor the contact. If you
list yourself as a TSAM for an
account in Siebel, you can
register for notifications for all
SR activity which is what |
have done for DW Fritz and
Electroimpact. | am also
registered for each of my ESS
accounts. It's quite a nice
feature although it can be a bit
overwhelming at times.

RE: Auto Close - No Response presents challenges in

managing Critsit Accounts

Andrea,
Bill
Briggs

Using F9

How to confirm that an email
message created via F9 has
been sent

FW: How ot see if an F9 email has been sent in Siebel

Brad

Communic
ation |
Pitfall

Why does test does not
appear in Siebel? Angle
brackets "<>"in Siebel will
show up as blank spaces in
VAR and Customer Portal

https://dsext001-eul-215dsi0708-

3dswym.3dexperience.3ds.com/#community:520/post: Y mjxoy

rmTWeXHIIRVXcjNA

David
Law

Automatic
SR
creation

Does sending an email to
PDMWorks.EnterpriseSupport
@3ds.com automatically
generate an activities

FW: SR training update and auto-complete v2

Gordon,
Nicole
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Ul | More Why does the More info tab https://dsext001-eul-215dsi0708- Jay
Info has vanished? How to fix a 3dswym.3dexperience.3ds.com/#community:520/post: 150016

Siebel account specific issue

of the 'More Info' tab

sometimes disappearing
SR Values | What does the Entitlement Jennifer,
| field means? What about Jose
Entittement | when it says "ESS"
Siebel What are the difference FW: Difference between UAT and Test environment Mike
environme | between the UAT and Test Garells,
nts environments Caroline
Activities | | When and how to use Private Other
Private All checkbox in Activities topics

(including warning to not fully

trust it)
Browser | | How to have two simultaneous | Jay Seaglar Other
Sessions Siebel sessions topics
Cancelling | Cancelling SRs (why? How?) Other
SR topics
KPI How is my close time Other

calculated topics
Navigation | How to navigate by drilling into Other

link values (e.g. to access topics

SPR Technical Comments

field or view an Account's

Assets or SRs without having

to perform queries in

respective destination tabs)
Siebel Additional Siebel Other
environme | environments (at least provide topics
nts links and brief explanation?):

Test & UAT - refer to
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'SW_Application_URLs_AIlLP
DF' perhaps in appendix
SR How to create an SR Other
Creation topics
How to triage your SRs? Other
(Mark Johnson's topics
presentation?) Modifed date
Escalation | Should | lower the customer TSE's
SR impact on SR requesting guestion
escalation? (Yes, the SR
requesting escalation should
be lowered to Low). The
manager in charge of the
escalation will increase the
severity of the original SR
Internal Where to find a list of TSE TSE's
users phone numbers pared with guestion
Siebel ID?
Solution Should SR have All the TSE's
customer information guestion
SPR If the severity is a question TSE's
should I file an spr question
SPR Should customer hit means TSE's
“per customer” of “per SR” (it guestion
means per customer, this
means no attaching more than
one customer)
SPR What happens when TSE's
a customer has already filed guestion
an SR in the past (with an spr
attached) and now open
another SR with a higher
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customer impact (answer:
change the severity of the first
SR)
SR What is the process to transfer TSE's
Transfer an SR to other TSE or guestion
department?
SR How to transfer an SR to TSE's
Transfer Customer Center guestion
SR What SRs should be TSE's
Transfer transferred to Customer guestion
Center
SR Values | Should I rely at the VAR TSE's
| Product entering the correct Product ? guestion
(No, when in doubt ask)
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APPENDIX W. SOLIDWORKS® Service Request Workflow

TSE subscribes to corruption
SPR. .
Oevvorkanrgn i TR s
resolution. (VER-REPAIRED or
VER-CRPT)

TSE informs VAR that dev will
attempt to repair corruption
(SPR)

Status: Closed
Substatus: Resolved

Status Pending
TSE works on SR Substatus InProcesmay ===
Status: Open be usad ¥ preferred
Substatus: In Process ? ‘

SR assigned to TSE
Status: Open
Substatus: Assigned

TSE answers SR
Status: Closed
Substatus: Resolved

VAR creates SR
Status: Open

Substatus: Unassigned
Auto-close 7 days

TSE answers SR
Yes [ Maybe Status: Pending iy S‘:;j;a‘cl:j:;ange'
Substatus: Resolved
Substatus: Resolved

TSE responds, reque.stlngmfo e
Status: Pending
Substatus: Waiting on ithi Status: Closed
2 7 Substatus: Resolved
Customer

LEGEND
Statu pdated

Yexisuelssoeg Substatus: In Process

Action requirin Action resulting in > 2
s g . € Action with no SR
manual SR status automatic SR status
status change
change change

Yes, moreTS action Status: Updated
needed Substatus: In Process

SYSTEMES
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