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Keeping Track of GTAC support calls
This Tech Tip looks at the process of logging problems with Siemens and how you can keep track of them once they
have been assigned a call number.
Occasionally, you might have a difficulty in achieving a certain task or find a problem with Solid Edge that you cannot
explain. So what are your options?
Firstly, you should contact CAD Central explaining what you want to achieve or what issues you are having, along with
the related files, what version of Solid Edge and maintenance pack you are using and what operating system is it being
run on. Most answers can be given by CAD Central, but if the solution is unclear, it will be forwarded on to Siemens
using the Global Technical Access Centre (GTAC for short). Once the details have been loaded into the system it will be
assigned a call number (Incident Report or IR for short. At this stage, you can check on its progress at any time by using
the “Contact Support” link on the Learn page of Solid Edge:

From there, click on “Create or Update an Incident Report”
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At this point you will need to log in using your webkey username and password. At the Create new call page, click
“Search and Update Call” option in the header section.

Either enter the call (IR) number and hit Search or leave all of the fields blank and hit search to retrieve all calls that have
been logged under your install ID.
Calls will be listed under its status:
IR (Incident Report) – while it is first being investigated
PR (Problem Report) – Calls are converted to this when it is decided a fix is needed.
ER (Enhancement Request) – When you want to request improvements in the software.

Click on the red call ID to get more information on the call.

