
28.10.2002

Remote Support & Monitoring
Services

SupportIT Remote Services are an enhanced
form of Call Center support provided by
ABB’s Pulp & Paper Drives Specialist
Network. Remote services are based on top
quality data connection concepts, remote
connection services and drive system tools.

Today’s top performing machinery requires
efficient support access by the best specialists
available. Modern equipment enables
frequent changes to be made in order to
improve quality or output e.g. with new
settings. Dynamic process changes with
increasingly complex equipment often need
special attention. Sometimes random
problems will initiate an acute need for a
highly specialized person to investigate the
root causes on site.

Telecommunication technologies have
offered various remote communication
solutions over the past decades. Problems
arise, however, when a high level of data
transfer capacity and safety is required. ABB’s
service offering is based on best-of-class
connectivity products, vendors and services.

SupportIT Pulp & Paper Drives
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Data Connection Models
Two main methods of data communication are
used to establish the connection between the
mill and ABB.

The traditional point-to-point modem call
connection can be established on an as-needed
basis. This is a method often used when IS
infrastructures do not support fixed data
communication, or if the drive system PCs are
isolated from office networks.

Fixed data communication is the preferred
alternative when fast data transfer is required,
as is usually the case when working online with
system monitoring. Fast Internet access is
usually built into most office infrastructures.
Data security for Internet connections are
supported by different vendors and technologies.

Services with Internet connectivity between the
mill and ABB Pulp & Paper support Virtual
Private Network (VPN) and standard firewall
technologies. A VPN hardware client or router
at the customer mill will allow access only to
the ABB PC stations.

Pulp & Paper Drives Remote
Services
Internet remote connection can be established
on an as-needed basis for control services,
e.g. as an extension of the Call Center service.
The connection can also be established as a
constant connection for monitoring services.
In this case, the control services are prevented
without the mill’s specific consent. The main
control of the line connection is always at the
mill.

Remote Control Services
In addition to ABB’s 24-hour Support Services,
telephone and e-mail support, the remote
access to the drive control tools provides the
possibility to perform:
• Evaluation of the log files
• Drive system parameter verification
• Parameter changes
• On-line measurements in the same way as

directly from the maintenance PC at the mill
• Application software changes
• System software upgrades whenever a

suitable machine stop is available
• Remote guidance
• Written instructions sent to the

maintenance PC

These services provide basic information for
control upgrades or fault finding, and errors
can be detected and corrected.

Remote Monitoring Services
Regular status monitoring of the drive system
is an enhanced form of ABB’s remote
services. With appropriate monitoring tools
the ABB specialists can analyze data records
without using the actual control tools. Using
a specific monitoring setup also ensures
operational safety and the maintenance of
local control for the process.

A fixed line connection to the target area is
necessary in order to execute reliable data
scanning on a regular basis. Manual line
connectivity is possible, but it always requires
mill personnel on-site.
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The monitoring results and expert analysis
summaries are reported to the customer.
These summaries include notifications and
recommendations for immediate actions and
process improvements based on the data
scans.

Pulp & Paper Drives Control Tools
Drive control tools are always included in the
main delivery. The System Software tool is
used to configure the overall system. Function
blocks and signal attributes can be adjusted or
created.

Individual motor control features can be
changed with the drive parametering tool.

Monitoring and Analysis Tools
Regular monitoring is performed with ABB’s
AdviseIT Drive System Analyzer, DA2000. The
tool is installed in a stand-alone PC station.
The workstation is connected to the drive
controller. The DA2000 operates on a unique
RAM database, allowing real-time analysis and
indications based on long-term signal history.

Pulp & Paper Drives Specialists
Network
ABB’s Pulp & Paper Drives Network consists
of about 300 Paper Machine Drive experts with
sales, engineering, project management and
service engineering experience around the
world.

The knowledge of the Remote Application
Services is available from Pulp & Paper Drives
24 hours a day, throughout the year.

These specialists include:
• Commissioning engineers
• Application engineers
• Design engineers.

The Remote Control and Monitoring Services
are supported by the ABB Call Center process.

Customers can rely on these services to provide
the best support in the most urgent and
demanding situations.

ABB’s Technical Support for Pulp
& Paper
A range of different types of technical support
is available through the local service:
• Technical requests
• Consultation
• Field service, commissioning
• SW update support
• Drives warranty support
• Technical analyses, repair services, calibration
• Service contracts

A number of Asset Optimization Services are
also available. These service programs are
targeted for better availability, efficiency and
quality optimization.
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ABB Oy, Paper, Printing,
Metal & Minerals
P.O.Box 94
FIN-00381 HELSINKI
FINLAND
Tel. +358 (0)10 22 11

Asea Brown Boveri AG
P.O.Box 184
Wienerbergstrasse 11 B
A-1101 WIEN
AUSTRIA
Tel. +43 (0)1 601090

ASEA BROWN BOVERI LTDA.
Av. Dos Autonomistas, 1496
P.O.Box, 975 - ZIP 06020-902
OSASCO - SAO PAULO
BRAZIL
Tel. +55 (0)11 3688 9111

ABB Inc.
10300, Henri Bourassa Blvd West
St. Laurent, Quebec H4S 1N6
CANADA
Tel. +1 514 332 53

ABB Automation Ltd.
Universal Plaza,
10 Jiuxianqiao Lu
Chaoyang District
BEIJING, 100016
P.R. CHINA
Tel. +86 10 84566688

ABB Automation
15, rue Sully
F-69153  DECINES CHARPIEU CEDEX
FRANCE
Tel. +33 (0)47 205 440

ABB Automation Systems GmbH
Dudenstrasse 44-46
D-68167 Mannheim
GERMANY
Tel. +49 (0) 621 3810

ABB Industria S.p.A.
Viale Edison, 50
I-20099  SESTO S. GIOVANNI
ITALY
Tel. +39 02 2623 21

ABB Sistemas Industriales, S.A.
Polígono Industrial S.O.
SP-08192  Sant Quirze del Vallés
P.O.Box 154, 08280 SABADELL
SPAIN
Tel. +34 93 728 8700

ABB Industry Pte Ltd.
Industrial Systems Division
No. 2 Ayer Rajah Crescent
SINGAPORE 139935
Tel. +65 776 5711

ABB Automation Systems AB
S-721 67  VÄSTERÅS
SWEDEN
Tel. +46 (0)21 34 0000

ABB Automation Inc.
Process Industries
16250 W. Glendale Drive
New Berlin, WI 53151-2858
U.S.A.
Tel. +1 262 785 3200

ABB Automation Inc.
MS 8530 650 Ackerman Road
Columbus OH 43202-1502
U.S.A
Tel. +1 614 261 2000

www.abb.com


