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Registration to
lloT ESG Service Portal
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Registration to lloT ESG Service Portal

* Visit our service portal either one of the URL:
— https://advantech-ncg.zendesk.com
— https://advt.ch/support

* If you are the existing user, please just login and get
self-service

* If you are new to the system, sign up as a user
* Registered user can see more inside contents

ADVANTECH


https://advantech-ncg.zendesk.com/
https://advt.ch/support

Click “sign in”
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WISE-STACK Products UTM SRP

FAQ & SOP for W

Products FAQ

FAQ for Mini UTM

Video
General Internal
> products include marketing, s
General F For internal only
raining and SOP...etc
Promoted articles
Troubleshooting guide for BMC platforms via IOL - Troubleshooting guide for BMC and non-BMC platforms @ Help

Welcome to Help Center! collection log - collection log
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Click “sign up”

@ advantech-ncg.zendesk.com

Submit a request Sign in

o<?2
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v ; Sign in to Advantech C.loT
a- 2/
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Sl | Email
oo?@
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— Password
e O
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Forgot my password
New to Advantech C,\OT
Have you emailed us? Get a password
WISE-STACK If you've communicated with our support staff through email previously, UTM SRP
you're already registered. You probably don't have a password yet,
FAQ & SOP for WISE-STACK though, FAQ for Mini UTM
Video
General Internal
Videc NCG products include marketing, ,
azel For internal only
training and SOP...etc
Promoted articles
Troubleshooting guide for BMC platforms via IOL - Troubleshooting guide for BMC and non-BMC platforms ® Help
Welcome to Help Center! collection log - collection log
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Enter your name and email then click “sign up”

@ advantech-ncg.zendesk

+ ©

Submit a request Sign in

Sign up to Advantech C.loT

Please fill out this form, and we'll send you a
welcome email so you can verify your email
address and sign in.

GIIIaITI0011

Your full name *

Your Name

Your email *

name@domain.com
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Cancel
WISE-STACK UTM SRP
FAQ &S FAQ for Mini UTM
L J
Video
General Internal
: Video for NCG products include marketing, s
General FAQ For internal only
training and SOP...etc
Promoted articles
Troubleshooting guide for BMC platforms via IOL - Troubleshooting guide for BMC and non-BMC platforms @ Help

Welcome to Help Center! collection log - collection log AD\_\NTECH



“Sign-up complete” message box pop up

@ advantec|

Submit a request Sign in

Sign-up complete

=)

Q
| : Thank you for signing up, C.H..
N A welcome email will be sent to

E SEE———E® © gmail.com shortly, containing a

~ verification link that enables you to sign in.
Q5 5 i % o
NS If you don't receive an email from us within a
i couple of minutes, please check your
3 . junk/spam folder.
N o
N Q Close
NG
SR
Y Q

WISE-STACK Products UTM SRP
FAQ & SOP for WISE-STACK P FAQ FAQ for Mini UTM
Video
General Internal
: Video for NCG products include marketing, ~
General FAQ For internal only
training and SOP...etc

Promoted articles

Troubleshooting guide for BMC platforms via IOL -

Welcome to Help Center! collection log

Troubleshooting guide for BMC and non-BMC platforms @ Help
- collection log
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“Sign-up complete” message box pop up

@ advantec|

Submit a request Sign in

Sign-up complete
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| : Thank you for signing up, C.H..
N A welcome email will be sent to

E SEE———E® © gmail.com shortly, containing a

~ verification link that enables you to sign in.
Q5 5 i % o
NS If you don't receive an email from us within a
i couple of minutes, please check your
3 . junk/spam folder.
N o
N Q Close
NG
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WISE-STACK Products UTM SRP
FAQ & SOP for WISE-STACK P FAQ FAQ for Mini UTM
Video
General Internal
: Video for NCG products include marketing, ~
General FAQ For internal only
training and SOP...etc

Promoted articles

Troubleshooting guide for BMC platforms via IOL -

Welcome to Help Center! collection log

Troubleshooting guide for BMC and non-BMC platforms @ Help
- collection log
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Click the link as below when you get the email

! Welcome to Advantech C.loT

C @& mail.google.com/m va=1 8.. %+ B3 O @ @ & =

B nCov A ¥ f e MylP B5 #® B3 AcL B3 Mail B3 CH
Gmail h mai ® @

*

: 1 of 10,366
I— Compose "

EiE o Welcome to Advantech C.loT Inbox X &

% Starred Advantech C.loT 2:12 PM (4 minutes ago) Yy 4

©® Snoozed to ch.huang789 ~

Welcome to Advantech Cloud loT Knowledge base and ticket system. Please click the link below to
create a password and sign-in.

I https://advantech-ncg.zendesk.com/verification/email /JwS5 IXvcDBwibXLaUZIEV]dOGY28)wLS1 I

; Zendesk

No recent chats 4« Reply ®» Forward

Qinrt o oo ono.

s o
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Key-in password then click “Set Password”

& advantech-ncg.zendesk.com

A Advantech C.loT

AD\'\ NTECH Enabling an Intelligent Planet

Choose your secret password

You'll use this password to sign in to Advantech
C.loT.

Your name
C.H. Huang (Gmail)

Your password

Password requirements:

_
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The registration is done

@ advantech-ncg.zendesk.com

e

A Advantech Cloud IoT Service Portal

Submit a request C.H. Huang (Gmail) v

WISE-STACK

Products

>ts FAQ

UTM SRP

Mini UTM

General

General FAQ

Promoted articles

Video for NCG proc

Video

nclude marketing,

ne

Troubleshooting guide for BMC platforms via IOL -

Internal

| only

Troubleshooting guide for BMC and non-BMC platforms
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Copy and paste the FAQ url in the browser

* https://advantech-ncg.zendesk.com/hc/en-
us/articles/360059167672-How-to-check-
WISE-STACK-RJ45A-200-HA-bonding-

networking-

ADMNTECH


https://advantech-ncg.zendesk.com/hc/en-us/articles/360059167672-How-to-check-WISE-STACK-RJ45A-200-HA-bonding-networking-
https://advantech-ncg.zendesk.com/hc/en-us/articles/360059167672-How-to-check-WISE-STACK-RJ45A-200-HA-bonding-networking-
https://advantech-ncg.zendesk.com/hc/en-us/articles/360059167672-How-to-check-WISE-STACK-RJ45A-200-HA-bonding-networking-
https://advantech-ncg.zendesk.com/hc/en-us/articles/360059167672-How-to-check-WISE-STACK-RJ45A-200-HA-bonding-networking-

AD\ANTECH B2y

You can see the FAQ now

& advantech-ncg.zendesk.com

Advantech Cloud loT Service Portal > WISE-STACK > Networking

Articles in this section

How to check WISE-

STACK RJ45A 200 HA
bonding networking?

WISE-Stack 200 RJ45A
(HA) Basic Network
Troubleshooting

How to choose a NIC
interface and configure it
properly from Jump
server to switch OOB LAN
port?

How to migrate dual
stacking switch to 4
stacking switch of WISE-
STACK?

How to reset WISE-
STACK NetGear M4300
switch to factory default?

How to upgrade firmware
on Netgear M4300 series

How to check WISE-STACK RJ45A 200 HA
bonding networking?

C.H. Huang
@ 715hoursago - Updated

Purpose:

The SOP is for the on-site engineer(s) to be able to check the network status of each network bonding
via Linux OS or Switch CLI command. The target platform is WISE-Stack 200 RJ45A with dual stacking
HA switches.

Target Audience:

For Advantech TSE, RBU AE or outsourcing service engineer(s) with the following knowledges:

Linux physical and virtual network troubleshooting experience

Network cable include 1G/10G RJ45 and 10G SFP+ troubleshooting experience
Basic management L2/L3 switch via web Ul and CLI is plus

Understand the stacking of dual network switch

Methodology to troubleshoot and problem solving

Submit a request

C.H. Huang (Gmail) ~

e ————
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Ticket System & Knowledge Base (FAQ)

* For better user support experience
* Communicate with customer in anyway
e User can do the self service

* Do the service to meet customer’s expectation

ADVANTECH



For better user support experience

e User could submit the ticket by:

— Visit and login to https://advantech-ncg.zendesk.com or https://advt.ch/support

* Search the knowledge database (FAQ)

¢  Then submit the ticket if can’t find the answer

— Or add the following email address into the cc list

* support@advantech-ncg.zendesk.com

* The system will auto response the ticket number

* Notify all service engineers and assign one AE to take it over

ADVANTECH


https://advantech-ncg.zendesk.com/
https://advt.ch/support
mailto:support@advantech-ncg.zendesk.com

For better user support experience

e User could submit the ticket by:

— Visit and login to https://advantech-ncg.zendesk.com or https://advt.ch/support

* Search the knowledge database (FAQ)

¢  Then submit the ticket if can’t find the answer

— Or add the following email address into the cc list

* support@advantech-ncg.zendesk.com

* The system will auto response the ticket number

* Notify all service engineers and assign one AE to take it over

ADVANTECH


https://advantech-ncg.zendesk.com/
https://advt.ch/support
mailto:support@advantech-ncg.zendesk.com

ADMNTECH

Enabling an Intelligent Planet

https://advantech-ncg.zendesk.com
https://advt.ch/support
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https://advantech-ncg.zendesk.com/
https://advt.ch/support

Visit and login https://advantech-ncg.zendesk.com

- a X

- b | 4 |}
e e ¢ https://advantech-ncg zendesk comfhd LP-ad MCG Service Portal [ 1

— E> TSE Adwvantech NCG Service ... Employee Portal - Hom...

AD\-\NT (2@ o W Enabling an Intelligent Planet Submit a reguest 2 |A

Sign in to Advantech NCG

Email
hhuaqg?ﬁ&‘@gn'ail.mﬂ" ®
Passwoird

O Stay signed in

Mew to Advantech NCGT Sign up

Produc Have you emailed us? Get a password 1EMNEra

Promoted articles

‘Welcome fo Help Center!

i
v ADVANTECH



Search by keyword, for example “5G" and press Enter

= O
G I\ https://advantech-ncg.zendesk com/he/en-us O ~ @ & NCG Service Portal
|95 B TSE Advantech NCG Service ... Employee Portal - Hom...

TECH Enabling an Intelligent Planet
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Click the answer then...

NCG Service Portal > Search resulis 5G

Search results

2 resulfs for 56"

Knowledge base

‘Why Intel AC7260 Wi-Fi module can not enable 5G AP in FWA-1012

Products = PWA-IDEVC - 55 Chang - 3 days ago

Following segment is 5G AP error message of Intel ACT260 Wi-Fi
module. # hostapd hostapd_5G_a.cfg Configuration file:
hostapd_5G_a.cfg uap(: interface state
UNINITIALIZED->COUMTRY_UPDATE uapl: |EEE

How to mount LVM partition

General » Linux 0% - Ping Yang - & days ago

Check partition first # Isblk nvmeln1 259:0 0 238.5G 0 disk
|—“|vme0nlp1 2591 0 200M Q part |—rv1'|eDn‘I::2 259:2 01G 0 part
L—nvmelnip3 259:3 0 237.3G 0 part f—centos00-swap 253:0 0
23.8G 0 vm |—centos00

e https://advantech-ncg zendesk.com/he/en-us/: Q ~ @ & Search results — NCG Servi. % | | M
N vantec! ervice ... mployee Portal - Hom..
<5 B TSE P Ad hNCG S I Employee Portal - H
VN X\N g @ W Enabiing an intetligent Planet Submit 2 request CH Huang ~
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Browse the detail of the FAQ

-

@ https://

s B TSE Advantech MCG Service ... Employee Portal - Hom._..

dvantech-ncg.zendeskcom/he/en-us/i O ~ @ & Why Intel ACT260 \Wi-Fi m...

MNCGS Service Portal > Producs = PWA-1012WC

Articles in this section

Why Intel AC7260 Wi-Fi module can not
enable 5G AP in FWA-1012

55 Chang

How to set & read FWA- 6 Idmzago - Updated

W12V SIkd shot setting

3G AP in FWA-1012

FWA-I012VC BIOS UEF Description:
flash method by AN
flashing ufility
[AfUEREd.efi)

FWA-1012VC can support other mPCle WiFi module and customer choose Intel ACT260 Wi-Fi
module to install in FWA-1012VC, Following link is Intel ACT7260 Wi-Fi specification, and this
module can support 2.4 GHz, 5 GH=.

httpsy//ark.intel.com/products/75439/Intel-Dual-Band-Wireless-AC-7260

Customer feedbacks the module can success to create 240G AP in FWA-1012, but creating 5G
AP always fail. Following segment is 5G AP error message of Intel ACT260 Wi-Fi module.

# hostapd hostapd_5G_a.cfg

AD‘\'\NT ECH Enabling an Intelligent Planet Submit a request

CH Huang >

ADVANTECH



Submit the ticket if you can’t find the answer in FAQ

— O *
e https://advantech-ncg.zendesk.com/he/en-us/t 2 ~ & & Submit a request - NCG S... ,_ {r ‘-',A\'-' e
oz B TSE I\ Advantech NCG Service ... Employee Portal - Hom...

ADVNTECH B 1.8p T R | Submit & request CH Huang ~ ~

MCGE Service Portal » Submit 3 reguest Search

Submit a request O —

Subject*

HNialECEWIR 5G APT

Suggested articles )
& A Subjectl » =
Wy Intel ACT260 Wi-Fi module can not enable 5G AP in PWA-1012 mﬁmEmFAO

Description *

EET&PNA-1012 « SEMERSS6 AR

Please enter the details of your request & member of our support staff will respond as zoon as possibla.

Product Nams*

Fua1013] x v ADMNTECH




¥ Your request was successfully submitted. A
AD\‘\NTECH Enabling an Intelligent Planet Submit a request CH Huang ~
Reguests Contributions Following
MCE Service Portal » by activities
EH = H o
B EWifi 5G AP? fRAEZ T ENE
CH Huang Requester CH Huang
3 few seconds ago
Created Today at 21:16
ET—2 - B 5 C H
BRETEAWA-1012: FRIOATESSE AP Last activity Today at 21:16
r d #10315 ] IE_E_%

[ Add to conversation

BatRy o CAET SRR EH

Submit complete and review or add more comments

~

TR |

Prioity —

Product Mame FPWaA-1012

44 ADVANTECH



You will get a email notification with ticket infor
[Request received] #0{EFFWifi 5G AP? Wi B x
Advantech NCG https://advantech-ncg.zendesk.com/hc/en-us/requests/10315
TG HE v
T REgRRE
Your reques been received and is being reviewed by our support staff.
To add additional comments, reply to this email.
CH Huang
EAOEEIESG AP?

HET—£FWA-1012 - &


https://advantech-ncg.zendesk.com/hc/en-us/requests/10315

Click to open the ticket and add comments

https://advantech-ncg.zendesk.com/hc/en-us/requests/10315

C | & https:;//advantech-ncg.zendesk.com/hc/en-us/requests/10315

intech-NCG E Sharepoint 7% Redmine ™ Gmal 'i IN Employ & == Yahoo B Youtube T Email
AD\-\NTECH Enabling an Intelligent Planet
Requests Contributions Following

4I{EEIZEWifi 5G AP?

CH Huang

HRET—EFWA-1012 - FERILIFIETESGC AP?

Add to conversation

ADVANTECH


https://advantech-ncg.zendesk.com/hc/en-us/requests/10315

All service engineers get the ticket at the same time

[Advantech NCG] T ECE W

EESFeES =l
msegE .
= —_ | E#
ok - .

0 F—TEETHER - 57T RIFEETHNEL : Outlock FEEHATFHEESFTHELERR -

(A dvantech NCH) <Su1:|part@a.dvmtech—ncﬁ.zendesk.cum}
- W CH Huang?39; | Jugtn Yeng; | Danowl Hau; | AlanEw; | 32 Chang; | Ping Yeang
TE.  [Advantech NCG] SEESWifi 56 AP? FrERYTSEEb S W3 T R

Aticket (#10315) by CH Huang has been received. It is unassigned.

Bk CH Huang
i

HET—HFWA-1012 - FRTO{0ACESC AP?

ADVANTECH
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support@advantech-ncg.zendesk.com

SUBMIT TICKET VIA EMAIL
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mailto:support@advantech-ncg.zendesk.com

How to submit a ticket via email?

* Just add the following email address into your

cc list

— support@advantech-ncg.zendesk.com

ADVANTECH


mailto:support@advantech-ncg.zendesk.com
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Web, Email, Chat, Phone Call, Social Network, API, APP, SDK

COMMUNICATE WITH CUSTOMER IN= =, s N 7
ANYWAY
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Communicate with customer in anyway

« *Web (https://advantech-ncg.zendesk.com) or https://advt.ch/support

 * Email (support@advantech-ncg.zendesk.com)

 Chat & chatbot (NA)

 Talk (Phone call,NA)

* Social network (Facebook, Twitter, NA)
APl (More than 100 of APIs,NA)
 Mobile SDK and etc... (Plugin,NA)

« *FAQ (Zendesk Guide, knowledge base)

« *APP

€« #10315

AR EWifi 56 AP?
CH Huang
2018128238 T¥9:16

ZFEA

BEEE

HRAE

CH Huang

C.H. Huang
1 2018512238 F410:04

RAlEER

Thanks & Regards,

C.H. Huang

Technical Service Center
ch.huang789@advantech

CH. Huang

8 ERR

ADVANTECH


https://advantech-ncg.zendesk.com/
https://advt.ch/support
mailto:support@advantech-ncg.zendesk.com
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Known issues and knowledge base (FAQ)
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User can do the self service — Knowledge base (FAQ)
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Numbers of FAQ Increased (Our KPI)

KPI

 Start fromY2018 Q4

e 90tothe endof Y2018

* 300 to the end of Y2019
600 to the end of Y2020
* 900 to the end of Y2021
e 1200to the end of Y2022
e Andsoon

* We need your feedback as well to
enrichment our FAQ

Since Y2018 Q4 till now

Lists
All articles 608
® Published 578
O Drafts 30

= Archived

ADVANTECH



Backup Slides
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ADMNTECH

Enabling an Intelligent Planet

Dashboard for Advantech Manager

MANAGEMENT & REPORT
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Report center

+ Add

Reporting

Overview Leaderboard Knowledge Base Community Search nsights
Reporting period: | Last 30 days -

Ticket Stats
91 98 36
Mew Tickets Solved Tickets acklog
Cor

Tickets by Channels Benchmark &

Industry: Manufacturing 8 Computer H... ~

Learn more

0% 68.52 hrs

First Reply Time

First Reply Time



Google Analytic Report

FiogiE= FioRrSE

—.=% 27.3

&

&)

BBk
o0

60
2 \ A V‘ |\ 7
0 | \ VA \ /\ /_\ 0
2018/10/14 2018/10/23 2018/11/1

201812/22

_ADWNIECH



Google Analytic Report
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PRIORITY OF THE TICKET

WISE-Paas Alliance
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Priority of the ticket

Phase I:

— Login https://advantech-ncg.zendesk.com or https://advt.ch/support to query the
knowledge base or submit the ticket

— We will set the ticket from web service as higher priority

* Phasell:
— Only support the ticket from https://advantech-ncg.zendesk.com

— No longer support the ticket from email directory

* This ticket system not only for AE, but also for RBU AE/FAE/PSM and sales

* Please encourage your customer to use this ticket system after you feel
familiar with it

e If the ticket is a bug or requirement, AE will create another internal ticket

for PM/RD to process it internally


https://advantech-ncg.zendesk.com/
https://advt.ch/support
https://advantech-ncg.zendesk.com/

Home work after 2019/11/07

* Please visit (https://advt.ch/support)
* Create your own account by your email

e Receive a confirmed email
* Verify and login to the Service Portal
 Submit a Ticket, to introduce yourself

— Your background

— And your expectation about this training and expectation for future
training courses

* Receive the response from AE (Complete)


https://advt.ch/support

ADMNTECH

Enabling an Intelligent Planet

Q&A
THANK YOU
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