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AGENDA

J Introduction

[ Vision of Technical Support
d Today’s Connected Products

d Realizing the vision
— Use case: Windchill Performance
— Use case: Easier to find Knowledge
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THE NEXT BIG THING FOR TECHNICAL SUPPORT! \L,'V‘é%/qg

If you wait for it to happen, it’s too late!

A

acting in anticipation of future needs
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HOW DO WE EVOLVE SUPPORT s

Connected Products ata Analytics Connected Services

and Platforms

/\

eco™ PTC® Performance Advisor

Proactive Assisted Support

)
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IT'S A JOURNEY - LEVELS OF ANALYTICS A/
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@ ~ OPTIMISATION

% — What’s the best that can happen?
=

b Business (7) } PREDICTIVE MODELLING

= . i xt?

% Analytlcs What will happen ne

=1

2]

o l FORECASTING

What if these trends continue?

(5 ) ' - STATISTICAL ANALYSIS
Why is this happening?

o E ALERTS
What actions are needed?

oL "~ QUERY DRILLDOWN (OLAP)
- Where exactly is the problem?

Business
Intelligence

' AD-HOC REPORTS
o ‘ How many, how often, where?

_ —

(1) ‘. STANDARD REPORTS
What happened?

Degree of Intelligence
#LIVEWORX Figure from https://www.sas.com/news/sascom/analytics_levels.pdf



TODAY’S CONNECTED PRODUCTS NV

WOR

PTC® Performance Advisor \

LA ThingWerx

A PTC Business

Performance Advisor for Performance Advisor for

PTC Windchill PTC Integnty Lifecycle Manager

*Coming Soon

Lots of Great
Data:

Now what to
Do With It
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USE CASE #1: CONNECTED WINDCHILL G

\

* Problem: PTC Windchill can see performance degradation due to Long-Running
SQL Statements that can be solved by tuning.
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HOW CAN PTC MAKE THIS SITUATION BETTER?

* Link the SQL to Articles with Solutions

#LIVEWORX
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WHAT DOES THE SOLUTION LOOK LIKE?

(S

* Simplified Data Architectural Overv

12
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WHAT THIS WILL MEAN G

* Automated Recommendations ../ , .
: Your ticket to:

—A Faster Enterprise System 73{ {pren exarosmancs |73

—More Reliable NDx o+ « % « & |/

—More Productive Users

° Less Time for administrators will need to
spend firefighting or debugging problems

#LIVEWORX
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EASIER TO FIND
KNOWLEDGE
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USE CASE #2: MACHINE LEARNING AT CASE CREATION b'v‘é%/}g

Problem: At Case-Creation Customers are not being served solutions to
the problems they describe

* What People Want:  What They Actually Get:
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SOLUTION USE STATE OF THE ART NATURAL LANGUAGE

PROCESSING
* Word2Vec!
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SEARCH LIMITATIONS? \L,V&é%\gﬁg

“Update Installation button
grayed out trying to upgrade”

|

UPGRADE vs UPDATE. Thes

mean different things in Search: O Articles, 16 Reference [f .
GrayetWadatajedubéacan bedearned Documents (#1 is Patch notes) |~
has trgubtentiieesusattratimon
can hélemiahgesbhoiracertal
obviourepkacement)

Many “Kev” word ssing Machine Learning: CS41492:
any “Key” words are missing; . "
with intelligence you oan Uodateﬁ-sUWstallatlon s

understand the domain re 1”9 running PTC '.

olutlonl taller P ouodate
mdchllls utions
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INTRODUCING DYLAN

* Trained on previous Case solutions

* Looks like a search, but is actually a solution Recommender

Our search expert, Dylan, has found 70 articles with a high confidence match for your issue, and a further 0 with close relevancy ratings. Please review the articles below, or medify the case description and click the Update button.

Workflow ECN sync robot is not firing | (] Update

;;::;:":;T::;ﬁmvmeﬂm=PC[‘)"G'I‘J‘I*1’;(‘*°““’: bad workflow expression” causes workflow €S132104: "wt.work'glow.WfException: Can't execute: bad workflow expression™ causes workflow process to hang in
Windchill PDMLink 2 &

# The workflow process goes through the AND connector and reaches the next activity when o

Looping back the process with “Loop Link® even though there are some activities before the AND Description

connector which are not completed the second time in Windchill PDMLink §

. ) o W ) o wihworkflow. WiException: Can't execute: bad workflow expression causes workflow process to hang
W "Unexpected error marking the change plan activity as complete” during the Change Notice

Workflow in Windchill PDMLink

# Change Motice workflow hangs on “Synch on CA Complete” robet in Windc hill PDMLink 10 [T

# Workflow stopped with error in Process Manager: "Error: Stalled (Failed queue entry)" in Check-out the workflow template

Windchill PDMLink 10.0 M020 « Verify code inside expressions and conditionals using the Check Syntax feature
« Correct any erors reported by Check Syntax

« Check-in the workflow template

# Cluster Environment seems to cause a problem with synchronization robot "Synch on CA + Hung processes will need to be restarted to pickup template changes
Complete” in change notice workflow on Windchill 10.0

# A workflow process hangs at set state robot in Windchill PDMLink

¥ Next7

» Close page - | have what | need 2 Nothing relevant - open a case = Email results and open a case
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BACK UP
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MAP TO DATA ANALYSIS INNOVATION NV
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Collect and Store the Right This is a long-term \
Data the Right Way Try Things and Fail! Investment

Keep Going

Get the Right People Do Beta Tests and don'’t be
Working with the Data afraid to change the status Quo

#LIVEWORX 21




LEVELS OF INTELLIGENCE FOR SUPPORT ORGANIZATIONS \L,'V\{% (1=

1. Codify Human Knowledge into a
Machine - SMFE’s Write Data Parsers

2. Correlate Incoming Problems with
Existing KB Content

3. Machine Detects & Predicts Problems

4. Machine Learns how to Resolve
Problems Autonomously
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