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Hello, thanks for joining us today! A few housekeeping notes:

 This webinar is being recorded! We will be providing the recording and
slides after the webinar. You can expect an email within a few days.

 There will be polling questions. Your participation is highly appreciated.

 Have a question? Use the Webex Q&A box. Answers to any unanswered

questions will be posted in the documentation on my.osisoft.com.

© Copyright 2019 OSlsoft, LLC


https://my.osisoft.com/

About Randy

* At OSlsoft since 2016. Currently
the group lead for our customer
success operations team.

* User of the PI software since 2000
originally as a controls engineer.

* Enterprise customer for 9 years
prior to joining OSlsoft.
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About Craig

* At OSlsoft since 2009. Currently
Group lead in Technical Support

e Business owner from Technical

Support for our OSlsoft Customer
Portal
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Polling Question

© Copyright 2019 OSlsoft, LLC


Presenter
Presentation Notes
Have you logged into the New Customer Portal?
Yes
No
I didn’t know it launched.


Polling Question

Have you logged into the OSlsoft Customer Portal?
A. Yes

B. No

C. I didn't know about it
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Presenter
Presentation Notes
Have you logged into the New Customer Portal?
Yes
No
I didn’t know it launched.


Polling Question

mYes - (51%)
= No - (190/0)
= | didn't know about it - (4%)
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Presentation Notes
Have you logged into the New Customer Portal?
Yes
No
I didn’t know it launched.


myOSlsoft

Home to Your Digital Experience with OSlsoft

myOSIsoft is where you can manage your interactions with OSlsoft, all in one in
place. The biggest tool in that arsenal is the OSIsoft Customer Portal where
you can interact with support cases, manage who has access to support and
the portal, download products and conduct integrated searches throughout
OSlsoft’s resources


Presenter
Presentation Notes
Portal Launched on March 4.   Couple of slides down shows some statistics since the launch.

https://my.osisoft.com/?utm_campaign=mp&utm_source=documentation

OSlsoft Customer Portal

i

Online Support Case Expanded
Creation & Knowledge Base

Management

Y, @
More than just Customized Customer User
Support Homepage Management

my.osisoft.com
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Presenter
Presentation Notes
These are the 6 things that we have been talking about before go live.  Many of these will be shown in the portal itself to answer various questions that come have come up.

https://www.osisoft.com/myosisoft/Online-Case-Creation?utm_campaign=MO&utm_source=deck
https://www.osisoft.com/myOSIsoft/Homepage?utm_campaign=MO&utm_source=deck
https://www.osisoft.com/myosisoft/Enhanced-Search?utm_campaign=MO&utm_source=deck
https://www.osisoft.com/myosisoft/Quotes-POs-Services?utm_campaign=MO&utm_source=deck
https://my.osisoft.com/?utm_campaign=mp&utm_source=documentation

Initial Customer Portal Statistics

3,400+

Unique Customer users
have logged into the
porial

190+

New external Knowledge
articles created since
launch

700+

Cases created by
Customers on the porial

@ Moscow, Russia

London, UK
@ Monireal, Quebec ® @ Frankfurt, Germany
Paris, France @ @ Ostrava, Czech Seoul, South Korea
Republic Beijing, China @ '

® Philadelphia, PA
® 9 Tokyo, Japan

@ Johnson City, TN ®
Madrid, Spain

San Leandro,
ca X

Shanghai, China

Manama, Bahrain @

Mexico City,
Mexico ®
Singapore @
@ S4o Paulo, Brazil
Perth, Australia @ (]
Sydney,
Australia
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Presenter
Presentation Notes
These are the numbers as of Thursday March 14
Thank people for logging into the portal and working with us patiently for access as we launch the new portal.  We wanted to insure that the right people have access to customers critical information and allow customers themselves to control that access.   This is something that has been highly requested by our customers.

Number to illustrate here is the creation rate of knowledge articles.  This is something that was talked about a lot during the initial marketing.  We initially moved 200-300 of our old articles over to the new system before go-live.  This was an effort to clean up our knowledge base and make sure it has the most up to date information.  If there is an article that you are searching for that you use and cannot find, please open a support ticket and we will migrate that information over for you to continue to use. 
Many of the things we will illustrate in this webinar already have had a knowledge article created for them.  That is the goal of our “expanded knowledge base” from the previous slide.



Things that we will be highlighting.

* Homepage walkthrough

* How to search our knowledge base.

* How to download various products
— Locations of various products

. ow to find our contact numbers

* How to add users and what user profiles mean.
e Where are some items from before.
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Presenter
Presentation Notes
These are some of the main things that have come up during the first week or so of the go live.   There are actually many KBs already created that answer these questions that are customer facing.  We want to use search and those KBs as a way to show customers that they too can find this information on the portal itself.  

One of the main KBs to search and illustrate in the “Customer Portal FAQ”  which has links to all of the articles around issues we are seeing.  This is being updated as new issues come in.

https://explore.osisoft.com/myosisoft-customer-portal/how-to-customize-you-1
https://explore.osisoft.com/myosisoft-customer-portal/how-to-find-support--1
https://explore.osisoft.com/myosisoft-customer-portal/how-to-download-prod-1
https://explore.osisoft.com/myosisoft-customer-portal/how-to-find-support--1
https://explore.osisoft.com/myosisoft-customer-portal/administer-your-site

Upfront Best Practices

* Chrome is the recommend browser

— We have seen issues with others.
* Disable block-up blocker for site

— If enabled, downloads will not be able to start.
 Search is the best way to find information.
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Presentation Notes
We’ve seen issues with other browsers and are recommending people use Chrome.
Downloads requires a pop-up that most browsers disable for a site by default (look in the upper left hand corner of chrome for this).  The download will say it is started but nothing will actual download until you enable the pop-ups for the site
Search on the customer portal is the main way you can find any information.   This will be illustrated in the walkthrough as there are many KB articles already created that address the main issues that have been coming up.


IIIIII

Portal Walkthrough



Presenter
Presentation Notes
General script of what will be doing on the portal itself from the Oil Systems Incorporate marketing site.
Key thing here is to use the search to show how to find information to these questions as well as others as we add more to the knowledge base.

Going to start from the my.osisoft.com page and go to the login button from there.  On this page you can illustrate the various direct links that exist and the training materials available in multiple languages.  In addition, on this page is links to be able to manage your SSO accounts.

You want to already be logged into the site from another tab.   Easiest way without exposing the login email we are using.

Quick walk through of the  home page, what are the major tabs, and what you can find there.  We will be going back to these various places as part of the questions that we will be answering.    Go through here some of the tabs that we are not going to touch in other parts of the presentation.
Something to illustrate here is the gear icons, as well as if you click on the picture on the top right and select “Manage Profile” will get you to the settings area to change what you see on this page.
Illustrate the feed and that is an curated list of items that you select that are related to the products you have.  What is here is configured on the profile page.   
The alerts do show recent dates since we transferred them over to this system.  We are working to get in the originally published date in the information.  
Tool tips do show the full name of the alerts since space is limited.   
Clicking into the cases tab is good here to show all of the cases.  Illustrate how the filters (the down arrow) can be used to show different views into cases
The best case to use to illustrate the case details page is the “Corrupted Secondary Archives” case.  That has a resolution and has been answered.   Showing the information that is available around a case, particularly linked content that would be any KB associated, and any remote sessions that were done in troubleshooting the case.
In this case you can see the Close and Keep working buttons also.   These were also sent in the last email that went out on the case. 
Also want to illustrate the New case creation and the various types especially feedback.   
Portal bugs can be registered by creating a “Portal” type of case.
Clicking the feedback button type will take you to feedback.osisoft.com and there is now a “myOSIsoft” forum there.  You can also use the feedback item in the quick links area
Click into services and it will show a couple that are being scoped.    This is a new feature and visibility that opens doors to different connections as customer has with OSIsoft.
Click into a service and it will give a more detailed view or the request, and it’s status.  Ultimately this will show date and any resource scheduled for the service.
Here you can also show how someone can request a service.   You can request certain types of services (standard installs and training).  You can view the data sheet for a service here also.  You can show the process but please don’t actually submit a service.
Show the Success Objectives tab.   This is where customers can interact with there CSM and EPMs on various objectives.   For EA customers this is the replacement for item tracking in the old EA extranet.
Clicking into the objective you can see information around addition tasks and the overall status.
Show the Quotes page.  If you have access to a quote for software or a service, this is where they will show.  From here you can upload a PO against the quote.
Reports tab shows information around cases downloads and services.  You can show here the download history from the Downloads Metrics link
Quick links gives direct link to other OSIsoft web properties.
Searching the knowledge base -  There is no longer a direct “knowledge base” tab, everything is done in search.
Search for “Portal FAQ” and show this is a good collection of many of the things we are seeing on the portal.  A lot of what we will be talking about is in this document
When doing the search, show the filters and actually filter down by KB Articles.
This is a brand new search engine and we are working to tune it better as we see how people use the tool.
Downloading various products – go to products page
Products are organize by how they are purchased and bundled.   This means that not every install kits shows up on this first view. Very large bundles like “PCS (PI Collection Suite)”, “All Standard Interfaces and Connectors”, “PSA (PI System Access)”, these are not shown in the same way as something like PI Visualization suite which does expand on the front page.
The Johnson City site should be used.   Expand the PI Server and more.   You can also note here that you can give a PI server a friendly name like I’ve done for this customer (click on the pencil to change the name).
Show things around the information that you can get related to a given install, the system information (eye), the system requirements (gear) are some key things here.
To illustrate Software bundles, for this customer we use PI System Access (PSA) and get the install for the PI SQL Client.   Click download button for PSA and search for the PI SQL
Finding our Contact numbers
It’s a main tab on the home page, “contact us”.   Gives the account manger and a CSM assigned to the site.  Click the phone icon and that pops up all of our support numbers in all of our countries and languages.
How to add users
Need to do into the profile page (gear icon on home page) and go to the “my Team” area.
You can see all the different users for the locations.   You will need to be and Admin user to change any of this.
You can show where you can deactivate a user, configure what sites they have access to, and how to actually add a user (but please don’t go through the whole process and click the final ok button”.
If you want to know what the profiles mean,  this is in the FAQ we searched for before, or this is another good time to show you search from any page at that top.   Search for “Portal User Profiles” and filter to KBs and there is an article as to what each of the profiles can do.
Where are some items from before.
Biggest asks here are the Product Roadmap, the interface selection tool, and the product pages
The Roadmap and the Interface Selection tool are directly called out in the FAQ document.
The product pages can be seen from the search.   Search for “AF” and then filter down by “Product Pages” and you will see the list of those pages from before that you can go to.
You can also search for “PI System Roadmap” and it will show in the search results.  If you filter by “KB Articles”, it will show you the KB explaining where it went, if you filter by Product Pages” it will show you the direct link to its location
Customers ask about the lists of security and other alerts from before.  These are all available from search now too.   Do a blank search (search with a space for example) and then you can filter down to “Alerts” or Security Bulletin” May have to expand window filters.  Sort the list by date.  This is the last modified date.   Things transferred over as being recently modified, we are working to get the originally published date also included.




Key Takeaways

 Go to https://my.osisoft.com as the hub of information and
training materials

* Searching is the best way to find things on the portal

— “Customer Portal FAQ” knowledge article has a lot of
good information.

* "myOSlsoft” Feedback forum is available at
https://feedback.osisoft.com

* |f you have a pressing issue or are having issues logging
into the portal, please call our technical support team.
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Presenter
Presentation Notes
My.osisoft.com is the main landing page as well as the hub for all information outside of the portal itself.  This is where you should direct people to look for training materials, and recordings of webinars like this one.
Again, Search is your best way to find information.
We have a feed back for customer suggestions in the same place we have feedback for all of our products, feedback.osisoft.com.   The forum name is “myOSIsoft”
Obviously if there is a pressing issue, please call tech support.   We are not changing anything around how we handle phone support.

https://my.osisoft.com/
https://feedback.osisoft.com/

Training Materials

« =2 C & https://explore.osisoft.com/myosisoft-customer-portal/how-to-create-a-case-1 h* g o o |

! Apps W Bockmarks MyYshoo [ Bing s CBNC G Google Sugar Land News Azure Home 0sl Work @ Casalampone (@ Pl Coresight Imported From IE Other boakmarks . An n Ota ted

@ o walk throughs
o 10 2-0, 258 of tasks

* Translated into

[video] The Top 6
Things You Need to
Know about myOSisoft

[ ]
How To Get A Login I I I aJ O r
If you are having a critical issue, don't hesitate to call us !
24/7 Global Technical Support
St et . +1 510 297 5628 (English)
e OSIS;{:::? b Other languages

languages
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How To Manage A Case

How To Download
Products And Generate
Licenses

Support Case Creation

Provide base information needed to properly funnel your request to the right support specialist.
This is a 3-step process: Category— Product & Version— Submission.

Case Initiation : Opening a Case

How To Manage your

@ o=

MESE 1. Log into the Customer Portal R =
is‘. M(‘r';mi"'n"n
2. Open a New Case through the homepage
How To Find Support
Materials

Cases list or from the Cases tab.
em 0 € O

If you had an active case with OSlsoft in February
How To Customize Your

2019, we've migrated your case to OSlsoft Customer RECENT CASES E
Homepage Portal =
2 STATUS CASE NUMBER  SUBJECT UPDATED ON
There will be a new case number, but the old case e Backmg Jan 28, 3049, 20444 PAA

number will appear in the Subject Line of the new
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Presenter
Presentation Notes
These are available outside the portal and updated.
Focused these like we did for the KBs,  simple I need to do X, how do I do it.
There is also much of the same information that is starting to be added to the portal itself in the knowledge base as we have specific issues come in.

https://explore.osisoft.com/myosisoft-customer-portal
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Presenter
Presentation Notes
Talk about TS central and come see the portal there.
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