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EPLAN

Introduction

Dear User,

The team at EPLAN Software & Service GmbH & Co. KG is pleased to introduce the
customer portal of the EPLAN Solution Center.

This document describes the registration process for the Portal, the registration of

support questions and the Knowledge Center. It provides additional information about
our newly implemented system.

Notes for the reader

Before you begin reading, please note the following symbols and styles used in this
document:

' caution:

Text preceded by this image contains a warning. You should be absolutely sure to read
these notes before proceeding!

Note:

Text preceded by this image contains extra notes.

i Tip:

Useful tips to facilitate your interaction with the program are presented after this image.

Example:

Examples are highlighted by this symbol.
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Access Data

This chapter covers how you will receive your access data for the customer portal of
the EPLAN Solution Center.

Please go to the EPLAN website then select “Support > EPLAN Solution Center”.

I Please note that this is not the user data for your EPLAN support account until now, but rather

that you will need to set up new access data for the Portal.

Please use the same email address you have been using for your communications

with EPLAN Support for your registration. Your login data for the customer portal of
the EPLAN Solution Center will be sent to the email address entered, after you click
[Send].

Haven't an account yet?

Flease enter your email address for registration

Email Address |example@mail .com

The fields will be emptied after the registration question has been sent.

! Please note that any communication from the EPLAN Solution Center will be sent to the email

address listed as your contact address with EPLAN Software & Service for your company.
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If your email address should not be in our system yet, you will be asked to enter
additional information.

Haven't an account yet?

Flease enter your email address for registration

Email Address Iexample@mail.cnm

Customer Number: |

Service contract no.: |

The customer number and software service number can be found on your last
invoice or on your software service contract.

You will receive an immediate response at the email address provided.

The sender will be “EPLAN Solution Center”, mail delivery will be handled by our
partner Salesforce ®.

Von: | EPLAN Solution Center € 03.03.2014 um 11:31 Uhr @

Dear customer,

You have registered for the EPLAN Solution Center. Please use the following link to complete your registration:

Sincerely

Your EPLAN Helpdesk Team

A direct response to our email will not be possible.
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Please fill in the fields for registration.

Email Address |example@mail.com

Salutation '_I"u“lr_ v |

Academic title |Dr.

Name |D|:|e

Firstname IJnhn

Phone no.  |+1 123 456

Mobile [+1 789 012

Language  English Ml

Department |R &D

Notes I;nnsible for parts management |

© Use the “Language” dropdown to select your specific “Contact language”. All “EPLAN Solution
Center” e-mails will be sent in this language and will not affect the “Customer Portal Interface
language”.
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You will receive an immediate response at the email address provided.
The sender will be “EPLAN Support”.

0 The message nas been sent with “HIGH" ImporzEnces

Ven rioreply@salesforoe.com im Auftrag von BPLAN Support <support-eplandeplan.des
An B a

Lo

Beteedf. TR LEET AT 3nd pEEsword Tr your EFLAN cusiomer portl

Dwear Mr. Dos,
Enclosed please find your acoess information and password for the EPLAN Software & Service customer portal.
Thank you very much!

EFLAN Softwars & Service GmbH & Co. KG
Customer Support

User Name: john.desffabe. us <maitte: john. doeffabe. us>
Fassword: 000000

~ Adirect response to our email will not be possible.

This email will provide you with a temporary password for your first login to the
Customer Portal.

Enter the user name and password listed in the email and then click the [Login]
button.

Login
Please enter your user name here.
User name:

Password:

Did you forget your password ?
Click here ...
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“ Tip: If you should ever forget your password you can use this dialog to question a new
password.

You will then be asked to enter a new password to access your account and to
confirm it.

For security reasons, your password must now be changed. Your password was last changed or reset on 28.05.2013 15:58

Change My Password

Password Information 1 = Required Informaticn
UserName  muster p@abc de
New Password |

Use at least & characters and include a combination of letters and numbers.
Verify New Password I

0 The password you chose will be checked for security in this dialog.

Change My Password

Password Information 1 = Required Information
User Name  rnusterp@abce, de
New Password TTTIIIT]

Strong Your password is strong. It contains a mix of uppercase and lowercase letters, numbers and at least one of these special
characters: #§%-_=+<>
Verify New Password I asssasese Q
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The Home Page

A horizontal menu bar provides navigation options to the individual areas of the portal
on the homepage of the EPLAN Solution Center.

/A

E2UN EbLAN Solution Center

I Home  Tickets Knowledge Articles EPLAM Forum (German)  EPLAM Foarum (English)

Use the vertical menu bar to search for your existing
support ticket, create new tickets, or call up the most
recently used elements. You also have the option of

My Profile | Logout searching for articles in the Knowledge Center or to edit
your profile.

In your profile, you have the option of changing the
Portal interface language.

Time Zone | (GMT+00.00) Greenwict
| English (United Kingdorr
| English

Locale

| Search All v | Language

I Community

m Nickname Deutsch
Espaiiol
o Contact persg Francais
Advanced Search... First | Italiano
BI=ES-
st
Svenska
|Ereate New... v I 20

A3 (fEfE
Portugués (Brasil)
Nederlands

Dansk

Address Infort Pyccrmii

Portugués (Europeu)
Magyar

ZipiPostal| OISk
Cestina

Mo records to display

|d‘|[}[}-5E|EII‘IﬂIJEIﬂE v | ?
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Search for a solution

All words in the search string are OR combined

Sample: Search for Terminal Parts list, the result will list articles containing the word
Terminal, articles containing the word parts, articles containing the word list and all available
combinations of these words.

A search for Terminal and Parts and list will search for all articles containing all three words
in any order.

"Terminal Parts list" will search for the exact search string.

Two additional functions are implemented in the search, Tokenization and Stemming.
Tokenization breaks down all searchable text into smaller pieces at spaces, punctuation, and
alphanumeric boundaries.

Sample:
Search String Searching for
web2lead Web, 2, Lead
Andreas Test Andreas, Test
WWW.google.com www, google, com
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Creating a Support Ticket

Please use the [Create] button in the vertical menu bar to set up a new support
question.

I Please note that you will need to enter your valid dongle number, the product and the version
of the product. This information is available in the menu Help > About of your EPLAN product.

Step 1: Enter the dongle number you want to create a ticket for.

If you only have inserted part of your dongle number you will get all matching
licenses. Please select the dongle number you want to create a ticket for.
Then click “Confirm dongle selection”.

Confirm Dongle Selection

wuP [Searcn]

Select Dongle Number

WUF
%4 WUF

WUF

Step 2: Select the product, and click “Search for product versions”.

Back Search Product Versions

Select Product Name

@ EPLAN Electric P8
EPLAN Fluid Stand-Alone
EPLAN Harness proD

| Back | Search Product Versions
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Step 3: Select the matching product version and click “Go to ticket”.

Back Go to Ticket

»
I3
»
-3

Product Version Name

225

(5]

225HF1

235

8 D@

235HF1

244

o

[Back | Go to Ticket|

Enter a brief description in the Subject field, and then describe all the details of your
support question in the Description field.

AT: you have more than one question, please generate a separate ticket for each.
Group tickets have been known to create long response times, because the processing time of all
questions will be dictated by the one taking the longest.

Contact person Name  Andy Fox

Subject |Supress wire jumpers in terminal diagram

Description || don't want to display wire jumpers in the terminal diagram. How can this be
achieved?

Best regards
A Fox

| |

Dongle I‘.- »

A=SK:

Product Entry | EPLAN Electric P8 oY
Product Version Entry |2_2_5 Qj o
Build No.
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You are able to specify your support question even better by entering the build no. as
well. The [Submit] button will transmit your support question to EPLAN Support.

6 You can check the status of your support question on the [Ticket] tab and
on the homepage at any time.

If applicable, the EPLAN knowledge center may open directly after sending your
support question. You will be shown articles relating to keywords of the support

guestion you just submitted.

< Back to ticket T

ﬁ Knowledge ...
wire jumpers

English « Product - All Knowledge Article - Reset

Sortby: Relevance v

] Knowledge Articles

Net Based Wiring, Cable wire

Cable definition lines cannot be used for net based connections.

Sorting the wire inside bundles
Use the menu "Utilities/ Report/ Wire fabrication/ General wires parts list" for create a list.

El Report: Display jumper in Terminal diagrams as angle
Attach to ticket The form property “jumper display <13027>" defines the graphical display of jumpers in the report. Available values: Line and

Angle

The knowledge center article for the respective entry can then be opened with one
click on the link or attached to the ticket.
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Ticket Number 7771438 Status  new
Date/Time opened  29.05.2013 13:25

Subject  Supress wire jumpers in
terminal diagram

Does this knowledge article solve your issue? Yes,l.E.Iose my ticket ‘ | No, keep my ticket open
Is it possible to output a terminal diagram without wire jumpers? Printable View |~
Rate This Knowledge Article (Average Rating: Mo Rating) Language English E| Show Properties

Question |5 it possible to output a terminal diagram without wire jumpers?
Reason

Solution  Yes, it is possible to output a terminal diagram without wire jumpers.
Please edit the form properties and set the property Jumpers: Number of levels to "0" (zero).
Proceed as follows:

Editing the form properties

The Form properties - dialog is automatically opened when creating a form; it can also be called up for an opened form
after the event.

Prerequisites:

= You have opened a project.
+ You have opened a form in the form editor (Utilities > Master data > Form > Open > [Open]).

1. Inthe Page - navigator dialog, select the form whose properties you would like to view or edit.
2. Select Popup menu > Properties.

2 In the Farm nranartias - dialnn eelact a different form tone from the droncdoam list if necessans

If you should resolve your own question with the information gained from the
knowledge center, you are able to close the support ticket yourself.

Please use the [Close ticket] button in the ticket for that purpose and enter a brief
comment for the solution.

Close Ticket

Tiohet Eai [Submit | Cancel|
Ticket Information 1 = Required Information

Status I |Z|

Solution Comment |The solution was found in one of the articles from the knowledge center

| Submit | Cancel

With the button [Submit] your support question will be closed.
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Select the tickets you want to view from the dropdown.

View: Al Tickets (Customer) B3| Go! |
Recent Tickets Recently Viewed [+ |
Ticket Number Subject Customer Info Date/Time Opened Priority Customer Name Contact person Name
1771438 Supress wire  Has been 29052013 13:25 Medium Suew Fox, Andy
jumpers in completed -
terminal
diagram

After sending a support question you have additional functions available to you at the
ticket.

I Please note that you will have to select the ticket again to use them.

In the following steps you can add comments, check for applicable articles in the
knowledge center and attach files.

Comments:
You may use the comments to communicate with the support team without changing

the ticket status or the support process itself.

Ticket Comment Edit | save [l Cancel |

Ticket Details

Subject  Supress wire jumpers in terminal
diagram
Description | don't want to display wire jumpers
in the terminal diagram. How can this
be achieved?

| = Required Information

Best regards
A Fox

Comment Details

Comment | Hello helpdesk team, i

| found out that with the EPLAN standard form._.

%@
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After a comment has been saved it can be seen in the ticket in the Portal and is also
visible to the EPLAN support team.

0 Entering a comment on a ticket which is closed already will reopen it automatically.

Knowledge center articles can be selected from within a ticket and may be added as
an attachment to the ticket.

Mo Knowledge Articles Attached

m Kt < Back to ticket T

Terminals
English - Product - All Knowledge Article - Reset
N Knowledge Articles Sort by: Relevance ¥

News Version 2.4
- the attached document. Use CRTL+F to find the required information.

Attach to ticket

| News Version 2.3
Please open the attached document. Use CRTL+F to find the required information.

-1 News Version 2.2
Please open the attached document. Use CRTL+F to find the required information.

- Change the order of terminals in the terminal diagram
For a terminal strlp a terminal dlagram 53 generated. Now, the order of the associated terminals must be cnanged.

The knowledge center article then appears at the ticket.
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You can also attach files to a ticket, which may be necessary to process your support
question.

Attachments Attach Files
|:| Public Filename Size Uploaded by Create date
)
Attach files |
Click the [Attach files...] button.
7’ Attach files... . The dialog opens with a click on the
Please click on "Upload a file" to select the file you want ta [Upload a fll_E] bqtton’ where you can
upload. If you need to upload severeal files, then push the select the desired file.
button as often as you need:
Upload a file
Uploadqueue:
N
T After the upload is complete, the file will
display in the dialog. Click [Close] to
Uploadqueue: .
. , close the dialog.
¢ New project.zwl 2.0MB

b
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The uploaded file is now attached to the ticket and thereby is available to the EPLAN
support team.

Attachments

[C] Public Filename Size Uploaded by Create date

|:| g Mew project.zw T.97mB Feter Muster 2012-12-0413:51:23

6]

6 Once a ticket has been closed, you will no longer be able to upload files.
By adding a comment, the ticket will reopen automatically. Then upload a file.
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Creating a support question from
the EPLAN platform

The easiest way to find your solution is to create a ticket directly from the EPLAN
platform via Help > Create EPLAN support question.

To be able to use this function,you must:
e be registered at the EPLAN Solution Center

e have enterd Customer number and E-Mail in the dialog Options > Settings >
User > Display > User code / address

Settings User code / address

Projects
User

Add-ons

Change of standard
Data backup

Display

[T Displayed units of rmeasre
[T Genesral

[T kdentifier

:__: User code / address
[T] User interface

[T Workspace
Graphical :di‘l‘ing
Interfaces
Management

[T] Data Portal

[ Directories

'_'__j lob management
[T Multi-iser maniter
[T Parts

[T Shortout keys

PPE

Teanslation

T Werkstation
= Company

=

Code:

Harme:
Logan name
Phone:
E-rnail:

Cugbarmer nurmber

| Lise logon name for changes

Cancel
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While creating an EPLAN support question via the software, EPLAN adds helpful
information of your installation to the case.

Create EPLAN support request ﬂ

The following information is transferred to EPLAN Software & Service GmbH & Co. KG:

E-mail:
Dongle number
Customer number:

Product: EPLAN
Product version: 2.6.3
Build number: 10395
File license information:

File system information:

By clicking 'OK' you agree to the transfer of this information.

oK | Cancel

n File transfer

C:A\Users\DEU\AppData\Local\ Temp\Licenselnfo.txt

Overall progress

EPLAN

efficient engineering.

EPLAN Solution Center - Secure Customer Login English (EN) v

Please enter your User Name and Password

User Name

Y
32:

FRIEDHELM LOH GROUP

EPLAN always asks if the information should be transferred.
Only if this is acknowledged the ticket can be created after you have logged in.
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Most of the fields are filled in automatically while creating the ticket.
Please describe your question in the area Ticket content.

The field Subject of the ticket will be used to find solutions within our
knowledgebase, therefore please try to add a meaningful subject in this field.

Contact person Name  Andy Fox

|Supress wire jumpers in terminal diagram

A.Fox

Corse . [ B
(Classification
Product Entry | EPLAN Electric P8 ove
Product Version Entry |2_2_5 Q) 6
Build No.

Finally the ticket needs to be submitted.
The EPLAN support team will contact you as soon as possible.

Please take advantage from the knowledge articles the system offers you.
If one of them answers your case, you can close it on your own.

Does this knowledge aricle salve your issue? [ Yes, close my ticket ] [ Mo, keep my ticket open
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The Knowledge Center

The EPLAN knowledge center is an integral part of the EPLAN Solution Center.

Home  Tickets | Knowledge EPLAN Forum (German)  EPLAN Forum (English)

N Knowledge ...

English ~ Product - All Knowledge Article - Reset

[ Knowledge Articles Sort by: Published Date v
~| News 2.4 HF1

Document about changes implemented in version 2.4 hotfix1 / buildnumber 8395

Newl « . . .

~| News 24 HF2
Document about changes implemented in version 2.4 hotfix2 / buildnumber 8441
New! o

~| Using a Netwol
Using a network
New! + .

ongle on a local workstation
nse on a local workstation, which is not included to the net.

Home | Tickets | Knowledge | EPLAN Forum (German) | EPLAN Forum (English)
When creating a new ticket you will be offered possible applicable articles from the
knowledge center. But you can also access these knowledge documents on your
own without having an actual support ticket open.

To do that, enter a term in the search field and select the range of the search for
appropriate articles in the EPLAN Knowledge Center.

You have the option to narrow down your results by applying filters for the product
and the language.

English + Product - All Knowledge Article ... Reset

You have the ability to evaluate the content of an article once it has been opened.
Sending a project as an e-mail: How can a project be split up inte multiple e-mails?

Rate This Knowledge Article sw9s m (Average Rating: No Rating)

. S
Question  Sending a project as an e-mail: How can a project be split up into multiple e-mails?
Reason  The size of the data backup in e-mail exceeds the permitted size for attachments.

Solution
In the user semngs_ you can precleﬂne the maximum SDHI size

To do this, simply click on the number of stars corresponding to your opinion.
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The EPLAN Forum

You can also access the EPLAN forum from within the EPLAN Solution Center.

Startseite  Tickets  Knowledge Center Artikel | EPLAN Forum  Kontaktauthahme

€orum

Itis currently 30.11.2012, 07:43

H Board index All times are UTC + 1 hour H

To use the EPLAN forum please login first,

Delete all board cockies | The team

H Board indax All tirnes are UTC + 1 hour H

» WHO IS ONLINE

In total there is 1 user online :: O registered, 0 hidden and 1 guest {based on users active over the past 5 minutes)
Most users ever online was 16 on 19.05,2008, 17:44
)

Registered users: No registered users

Legend :: Administrators, Global moderators

» STATISTICS

[ili] | Total posts 1354 | Total topics 485 | Total members 1602 | Our newest member Cuenod

* LOGIN

! Please note that you will need to set up a separate access to the EPLAN forum, it is not the

same as the user data for the EPLAN Solution Center.
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