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Overview
• Information is currently spread across 8+ systems for 

troubleshooting
• With information so difficult to find, we have had a steady rise 

in Troubleshooting cases over the last 8 years (roughly 9% 
year over year)

• Currently we average 1008 new troubleshooting cases a 
month, in addition to 1600 returning cases 
• This is an indication that we are not supplying the information needed to diagnose 

current machines
• Results in increased down time of machines 
• Machines are getting more complex, and this trend would continue or increase 

without a solution



Introducing My Machine

• We have developed a system
called My Machine which will
serve as a “All-in-one” diagnostic
solution
• This system will go live on June 14th to all

dealers
• Incorporates Service Library,

Machine IQ data, IRW
information, as well as symptom
and code based Guided
Troubleshooting



Machine IQ data

• If the machine is equipped with telematics 
and assigned to your dealer/enterprise, you 
now have telematics data to assist with 
diagnosis. 

Active fault codes displayed 
here, with option to view all 
fault codes ever logged

Machine hours, fuel level, 
and location 

Machine specific 
information 



Manuals and Schematics One Click Away
No more searching for correct schematic or manual in a 
different system; serial-based schematics and manuals 

provided



The New Service Library

• Service library online is moving and changing 
• Easier to search
• Faster load times
• Can search part number, description, or serial 

number
• Easy to refine the search
• Goes live at same time as My Machine



IRW Information At Your Fingertips
Current warranty coverage and pending/completed Field 

Mods supplied

Service Letter one click 
away

View all pending or 
completed Field Mods

Current coverage and 
start/end date provided



What is Guided Troubleshooting? 
• Currently we provide a diagnostic “tree” in BATS that tells 

different tests to run, maybe leading to a solution
• No information on how to perform the tests or specifications are provided
• No visuals showing what is a good vs. bad test
• Only provided code-based diagnosis
• Doesn’t link to any other information on the failure

• With guided troubleshooting we are able to provide 
technicians with all the information they need to diagnose a 
machine properly

• We can now provide symptom-based diagnosis, as well as link 
all related material into a single, guided troubleshooting 
experience. 



Guided Troubleshooting

Enter a fault or symptom

Overview of fault code/codes 
provided

Start the Session



Guided Troubleshooting

Possible causes 
listed in order of 
most likely to least

What test do I 
perform?

Related Information 
(graphs, pictures, 

etc)

How do I 
perform the 
test? (See next 
slide)

Fault Overview



Just in Time Training- The Details Tab
We can now teach technicians how to perform the requested test right in 

the guide

Theory of Operation, 
Description of Test, and 
Operating Conditions Provided

How its Done



Changing Troubleshooting Cases

• Escalate an issue to a case if a 
solution is not found or incorrect 
solution provided

• Automatically redirects you to 
case system, filling in the serial 
number, diagnostic guide used, 
and linking your session 
summary(see next slide)

• ECU, DCU, and Service logs no 
longer required on connected 
machines unless requested

• Only way to submit a case 
going forward



Getting Techs and Troubleshooters on the Same 
Page

• When a session is finished or
escalated, a session summary is
created.

• This information tells the
troubleshooter exactly what tests
have been done and the outcome

• Troubleshooter is now able to “hit
the ground running” with the tech,
working from the guide to provide
the next steps
• No more trying to get on the same

page for first couple comments
• This session can be

saved/downloaded and attached to
a warranty claim
• Helps to tell the story of what was

done and why a component was
replaced



Continually Changing Content
• We now have a team that’s primary function 

is content creation and improving diagnostic 
guides

• Multiple ways for dealers to provide feedback
• This information taken and quickly 

incorporated into guides 
• As trends in repairs develop, the guides will 

be adjusted to get to the correct solution 
quicker

• BATS content was imported to get us off the 
ground. Currently only about 150 “enhanced” 
guides exist. 
• We will be building content based on 

most used/searched faults and KBA’s
• BATS system will be discontinued with 

implementation of this system

Feedback 
button on 
every step

Can provide comments 
on the guide including 
suggestions in the 
survey



 Thank You! 
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