
The pressure is on to reach maximum efficiency—and maximum

profits—every hour, of every day, of every year. To prosper,

companies must continuously strive to optimize their

operations. Capacity must be maximized, production cycles

must be reduced, inventory control must be

carefully orchestrated, staff and equipment

must be effectively utilized.

How are companies achieving these goals?

Many turn to technology— specifically, 

plant floor automation. However, as system

complexity has increased, many companies

have found it difficult to maintain the level 

of knowledge, skills and experience 

required to effectively install, operate 

and maintain them.

What happens in your plant when there is 

a question . . . or a persistent problem? 

When the unexpected occurs? When

production goes down? Are there sufficient

internal resources to quickly and accurately

troubleshoot problems without taking key staff away from

their primary responsibilities? If not, problems may take days, or

even weeks, to resolve—and other operations may be impacted

while corrective action is performed. Time that often translates

into significant hidden costs. Time that could have been spent 

on core activities that drive business growth.

At Rockwell Automation, we can help. We recognize that

companies depend on suppliers more than ever to be a partner

—seeking to leverage their product expertise and industry

experience to help them achieve success. We, unlike anyone else

in the industrial automation market, are

uniquely qualified to do so. We’ve been in

the industrial automation market for nearly

100 years—and are the largest company in

the world solely focused on manufacturing

and servicing industrial automation products. 

We know industrial automation, and 

we understand all facets of your operation. 

We know your business, we know your

process, and we know your industry. 

We also understand that each company’s

support needs are different. That’s why we

created TechConnect Support Programs.

These phone and electronic support programs

are completely scalable to provide the help

you want, how and when you need it.

Whether you need help on-line or over the

phone, during regular business hours or 24x7x365, around the

corner or around the world, we have a TechConnect program that

can provide the right support solution to help your company deal

with the challenges of today’s industrial world.

The Help You Need in Today’s Industrial World

A RECOGNIZED COMMITMENT 
TO EXCELLENCE

All Rockwell Automation Customer
Support Centers that provide 
support under the TechConnect 
program have received Support
Center Practices (SCP) Certification.
Developed by thirty-five leading
technology companies, SCP 
certification provides the service
quality benchmark for support 
centers and help desks and is
awarded annually based on rigid
performance requirements. To 
maintain certification, companies
must continue to demonstrate 
their commitment to excellence 
and high performance standards.
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TechConnectSM Support
Programs

Telephone and Electronic Support Services 
for Industrial Automation Technologies

HOW TO ORDER
To order a TechConnect Support Program for your site, simply

follow the steps below and then contact your local Rockwell

Automation sales office or authorized distributor for additional

ordering information and pricing. Upon receipt of order, you will

be sent a welcome kit with complete details on your support

program, including information on accessing and using Rockwell

Automation Customer Support. The welcome kit will also

contain your Technical Reference Library and wallet cards to

quickly locate important Customer Support phone numbers and

web sites.

For More Information
For more information about Rockwell Automation TechConnect

Support Programs, contact your local Rockwell Automation 

sales office or authorized distributor, or go to:

http://support.rockwellautomation.com/supportprograms

Select Product Family Coverage 
TechConnect Support Programs are available for the

Rockwell Automation product families shown here.

Simply select the families (from Group A), the

products from within families (from Group B), and 

the specialty products (from Group C) you would like

supported. To simplify the management of your

support agreements, all product families are 

bundled into one contract. 

Choose a Service Program: 
- PriorityConnect (8am–5pm or 24x7x365)

- DirectConnect (8am–5pm or 24x7x365)

- eConnect

You may choose different service levels for 

different product families.

Contact your local Rockwell Automation 
sales office or authorized distributor.
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When you call Rockwell Automation Customer Support,
you’ll speak directly to a highly-trained technical specialist
with extensive industry experience and product knowledge.
Our specialists average over 13 years of industrial
automation experience and many are trained in related
technologies such as Microsoft®, Oracle, and Ethernet.

SUPPORTED PRODUCT FAMILIES

A. STANDARD PRODUCTS. Support is provided for all products listed within a product family
(e.g., Automation Control Products)
Automation Control Products
• Current and legacy programmable controllers: ControlLogix, FlexLogix, CompactLogix, PLC (1774/1778,

2, 3, 4, 5/250), PLC-5, SLC, MicroLogix, Automax PLC, Automate 15/30/40, SoftLogix, Open
Automation, GuardPLC, Logic software (RSLogix, AI Series, 6200)

• Operator Interface: PanelView, PanelView Plus, PanelBuilder, Portable HMI, RediPanel, InView,
Dataliner, DTAM, Industrial Computers, Programming software (PanelBuilder, RSView ME)

• I/O: Distributed, Point, Block, Expansion and Remote

• Networks: DeviceNet, ControlNet, Ethernet IP, DH+, DH-485, RSNetworx, Gateway, Interchange for
DOS/Windows

• Related software: RSLinx Lite, RSGuardian, RSLadder, RSEmulate, RSMACC Server/Change
Management & Network Health

Allen-Bradley Drives Control Products
Current standalone Allen-Bradley drives and programming software: 160, 161, 1305, 1336, 1352, 1395,
1397, 8720, PowerFlex series (excluding 7000) and all associated software (DriveTools, DriveExplorer,
etc.), RGU, NRU, ControlLogix (drive interface module), DriveLogix, Standalone servo controllers 
(SClass, Ultra)

Reliance Drives Control Products
Current and legacy standalone Reliance1 drives: AutoMax drives (SA500/3000/3100, SB3000, SD3000,
SF3000, 4 card set), DC 1/2/3, FlexPak 3000/Plus, GP800-2000, GV3000/SE, LiquiFlo v 1.0/1.5/2.0,
MaxPak III/Plus, MinPak Plus, SP100/200/500/600, VTAC 5/7/9, VSM500, WebPak

Industrial Motion Control Products.
• Current and legacy rack-based motion products: PLC (IMC 120, 121, 123), SLC (1746-HS, HSRV,

HSTP1), CLX (1756-M02AE, M16SE, M08SE), SoftLogix (1784-PM02AE)

• Servo drives2 (Kinetix, 8720, Ultra, 1327, 1386, 1388, 1389, 1391, 1392, 1394)

• Programming software (ODS, GML, Ultraware) CNC System Motion.

• Current and legacy system motion products and programming software: 7100, 7300, 8200, 8400,
8600, Bandit, and all 9 Series controllers, Machine Pro.

B. ADVANCED SOFTWARE. Support is provided for each software package you select 
within a family (e.g., RSView SE)
HMI/Communication Software: RSView32 Works and Runtimes, RSView SE, RSLinx (Professional,
OEM, Gateway), RSTrend

Information Automation Software: RSSQL, Historian, Scheduler, PlantMetrics

Application Software: RSWire, RSData, RSLogix Frameworks, Automation Desktop, RSJunction Box,
RSTune, RSTrainer, IntelliCenter (and many more)

Process Software: ProcessPak, RSBizWare Batch, eProcedure, MaterialTrack

C. SPECIALTY PRODUCTS. Support is provided for the products you select
Specialty products include those with a small installed base, that require application-level support, 
or non-Rockwell products: Pyramid Integrator (w/DEC), DH+, DH485, Wintelligent, ProcessLogix,
ControlView, Interchange, Foundation Fieldbus (1757, 1788), Proset 200/700, Companion, RSLinx C SDK,
DataDisc, Knowledgebase on CD, RSMACC Auto Asset Mgmt & Online Condition Monitor (Enwatch),
UltraPlus & IQ Series servo drives, competitive3 or complimentary products.

NOTE: If a Rockwell Automation product is not listed above, please contact your local Rockwell Automation distributor
sales office for support options.
1 Software updates not included for Reliance products. PriorityConnect service level not available.
2 Support for Electrocraft servo drives is available 8a-5p CST; Support for Creonics servo drives is available 8a-5p EST.

Standalone servo drives do not require an Automation Control support agreement.
3 The following competitive brands and products are currently supported: GE Fanuc 90/30, 90/70, Cimplicity software;

Modicon 584, 984; Siemens S5, S7; WonderWare software. Support for other competitive products may be available,
please contact your local Rockwell Automation sales office for a current list.

Flexibility
Choose the Level of Support that Best Fits Your Needs
- Choose one of three service levels to best supplement your

internal technical resources, and provide the support you need,
when you need it

- Easily upgrade your service level, add options, or change 
product coverage without purchasing a new program

Simplicity
Manage and Receive Support Under One Program
- Product coverage based on ten families, not thousands 

of individual products
- No need to purchase support separately for older equipment;

product families include coverage for current and legacy 
products

- Cover an entire site or multiple sites under one program
- Annual, site-based renewal process
- Easy to order — just call your Rockwell Automation sales office

or authorized distributor and specify desired product families,
the service level for each, and time coverage

Efficiency
Meet Project, Production and Business Goals
- Reduce unplanned downtime through improved access to and

availability of troubleshooting resources
- Improve productivity through better utilization of technical

resources and operation of automation equipment
- Meet regulatory compliance through proper implementation of

automation technologies according to industry guidelines and
agency requirements

- Decrease time to market through faster integration of new
equipment and systems

- Meet design, delivery, installation/startup, and other project
requirements by leveraging Rockwell Automation technical
resources throughout the project cycle

Security
Obtain Peace of Mind
- Whether you are an end user, OEM, or systems integrator, 

a lot is riding on your specification and use of automation
equipment. With TechConnect, you’ll get the peace of mind that
can only come from partnering with an industry leader that can
provide comprehensive technical resources to help you realize
the maximum benefit from automation technologies.

THE
TECHCONNECT
ADVANTAGE
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The pressure is on to reach maximum efficiency—and maximum

profits—every hour, of every day, of every year. To prosper,

companies must continuously strive to optimize their

operations. Capacity must be maximized, production cycles

must be reduced, inventory control must be

carefully orchestrated, staff and equipment

must be effectively utilized.

How are companies achieving these goals?

Many turn to technology— specifically, 

plant floor automation. However, as system

complexity has increased, many companies

have found it difficult to maintain the level 

of knowledge, skills and experience 

required to effectively install, operate 

and maintain them.

What happens in your plant when there is 

a question . . . or a persistent problem? 

When the unexpected occurs? When

production goes down? Are there sufficient

internal resources to quickly and accurately

troubleshoot problems without taking key staff away from

their primary responsibilities? If not, problems may take days, or

even weeks, to resolve—and other operations may be impacted

while corrective action is performed. Time that often translates

into significant hidden costs. Time that could have been spent 

on core activities that drive business growth.

At Rockwell Automation, we can help. We recognize that

companies depend on suppliers more than ever to be a partner

—seeking to leverage their product expertise and industry

experience to help them achieve success. We, unlike anyone else

in the industrial automation market, are

uniquely qualified to do so. We’ve been in

the industrial automation market for nearly

100 years—and are the largest company in

the world solely focused on manufacturing

and servicing industrial automation products. 

We know industrial automation, and 

we understand all facets of your operation. 

We know your business, we know your

process, and we know your industry. 

We also understand that each company’s

support needs are different. That’s why we

created TechConnect Support Programs.

These phone and electronic support programs

are completely scalable to provide the help

you want, how and when you need it.

Whether you need help on-line or over the

phone, during regular business hours or 24x7x365, around the

corner or around the world, we have a TechConnect program that

can provide the right support solution to help your company deal

with the challenges of today’s industrial world.

The Help You Need in Today’s Industrial World

A RECOGNIZED COMMITMENT 
TO EXCELLENCE

All Rockwell Automation Customer
Support Centers that provide 
support under the TechConnect 
program have received Support
Center Practices (SCP) Certification.
Developed by thirty-five leading
technology companies, SCP 
certification provides the service
quality benchmark for support 
centers and help desks and is
awarded annually based on rigid
performance requirements. To 
maintain certification, companies
must continue to demonstrate 
their commitment to excellence 
and high performance standards.
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TechConnectSM Support
Programs

Telephone and Electronic Support Services 
for Industrial Automation Technologies

HOW TO ORDER
To order a TechConnect Support Program for your site, simply

follow the steps below and then contact your local Rockwell

Automation sales office or authorized distributor for additional

ordering information and pricing. Upon receipt of order, you will

be sent a welcome kit with complete details on your support

program, including information on accessing and using Rockwell

Automation Customer Support. The welcome kit will also

contain your Technical Reference Library and wallet cards to

quickly locate important Customer Support phone numbers and

web sites.

For More Information
For more information about Rockwell Automation TechConnect

Support Programs, contact your local Rockwell Automation 

sales office or authorized distributor, or go to:

http://support.rockwellautomation.com/supportprograms

Select Product Family Coverage 
TechConnect Support Programs are available for the

Rockwell Automation product families shown here.

Simply select the families (from Group A), the

products from within families (from Group B), and 

the specialty products (from Group C) you would like

supported. To simplify the management of your

support agreements, all product families are 

bundled into one contract. 

Choose a Service Program: 
- PriorityConnect (8am–5pm or 24x7x365)

- DirectConnect (8am–5pm or 24x7x365)

- eConnect

You may choose different service levels for 

different product families.

Contact your local Rockwell Automation 
sales office or authorized distributor.

1

2

3

When you call Rockwell Automation Customer Support,
you’ll speak directly to a highly-trained technical specialist
with extensive industry experience and product knowledge.
Our specialists average over 13 years of industrial
automation experience and many are trained in related
technologies such as Microsoft®, Oracle, and Ethernet.

SUPPORTED PRODUCT FAMILIES

A. STANDARD PRODUCTS. Support is provided for all products listed within a product family
(e.g., Automation Control Products)
Automation Control Products
• Current and legacy programmable controllers: ControlLogix, FlexLogix, CompactLogix, PLC (1774/1778,

2, 3, 4, 5/250), PLC-5, SLC, MicroLogix, Automax PLC, Automate 15/30/40, SoftLogix, Open
Automation, GuardPLC, Logic software (RSLogix, AI Series, 6200)

• Operator Interface: PanelView, PanelView Plus, PanelBuilder, Portable HMI, RediPanel, InView,
Dataliner, DTAM, Industrial Computers, Programming software (PanelBuilder, RSView ME)

• I/O: Distributed, Point, Block, Expansion and Remote

• Networks: DeviceNet, ControlNet, Ethernet IP, DH+, DH-485, RSNetworx, Gateway, Interchange for
DOS/Windows

• Related software: RSLinx Lite, RSGuardian, RSLadder, RSEmulate, RSMACC Server/Change
Management & Network Health

Allen-Bradley Drives Control Products
Current standalone Allen-Bradley drives and programming software: 160, 161, 1305, 1336, 1352, 1395,
1397, 8720, PowerFlex series (excluding 7000) and all associated software (DriveTools, DriveExplorer,
etc.), RGU, NRU, ControlLogix (drive interface module), DriveLogix, Standalone servo controllers 
(SClass, Ultra)

Reliance Drives Control Products
Current and legacy standalone Reliance1 drives: AutoMax drives (SA500/3000/3100, SB3000, SD3000,
SF3000, 4 card set), DC 1/2/3, FlexPak 3000/Plus, GP800-2000, GV3000/SE, LiquiFlo v 1.0/1.5/2.0,
MaxPak III/Plus, MinPak Plus, SP100/200/500/600, VTAC 5/7/9, VSM500, WebPak

Industrial Motion Control Products.
• Current and legacy rack-based motion products: PLC (IMC 120, 121, 123), SLC (1746-HS, HSRV,

HSTP1), CLX (1756-M02AE, M16SE, M08SE), SoftLogix (1784-PM02AE)

• Servo drives2 (Kinetix, 8720, Ultra, 1327, 1386, 1388, 1389, 1391, 1392, 1394)

• Programming software (ODS, GML, Ultraware) CNC System Motion.

• Current and legacy system motion products and programming software: 7100, 7300, 8200, 8400,
8600, Bandit, and all 9 Series controllers, Machine Pro.

B. ADVANCED SOFTWARE. Support is provided for each software package you select 
within a family (e.g., RSView SE)
HMI/Communication Software: RSView32 Works and Runtimes, RSView SE, RSLinx (Professional,
OEM, Gateway), RSTrend

Information Automation Software: RSSQL, Historian, Scheduler, PlantMetrics

Application Software: RSWire, RSData, RSLogix Frameworks, Automation Desktop, RSJunction Box,
RSTune, RSTrainer, IntelliCenter (and many more)

Process Software: ProcessPak, RSBizWare Batch, eProcedure, MaterialTrack

C. SPECIALTY PRODUCTS. Support is provided for the products you select
Specialty products include those with a small installed base, that require application-level support, 
or non-Rockwell products: Pyramid Integrator (w/DEC), DH+, DH485, Wintelligent, ProcessLogix,
ControlView, Interchange, Foundation Fieldbus (1757, 1788), Proset 200/700, Companion, RSLinx C SDK,
DataDisc, Knowledgebase on CD, RSMACC Auto Asset Mgmt & Online Condition Monitor (Enwatch),
UltraPlus & IQ Series servo drives, competitive3 or complimentary products.

NOTE: If a Rockwell Automation product is not listed above, please contact your local Rockwell Automation distributor
sales office for support options.
1 Software updates not included for Reliance products. PriorityConnect service level not available.
2 Support for Electrocraft servo drives is available 8a-5p CST; Support for Creonics servo drives is available 8a-5p EST.

Standalone servo drives do not require an Automation Control support agreement.
3 The following competitive brands and products are currently supported: GE Fanuc 90/30, 90/70, Cimplicity software;

Modicon 584, 984; Siemens S5, S7; WonderWare software. Support for other competitive products may be available,
please contact your local Rockwell Automation sales office for a current list.

Flexibility
Choose the Level of Support that Best Fits Your Needs
- Choose one of three service levels to best supplement your

internal technical resources, and provide the support you need,
when you need it

- Easily upgrade your service level, add options, or change 
product coverage without purchasing a new program

Simplicity
Manage and Receive Support Under One Program
- Product coverage based on ten families, not thousands 

of individual products
- No need to purchase support separately for older equipment;

product families include coverage for current and legacy 
products

- Cover an entire site or multiple sites under one program
- Annual, site-based renewal process
- Easy to order — just call your Rockwell Automation sales office

or authorized distributor and specify desired product families,
the service level for each, and time coverage

Efficiency
Meet Project, Production and Business Goals
- Reduce unplanned downtime through improved access to and

availability of troubleshooting resources
- Improve productivity through better utilization of technical

resources and operation of automation equipment
- Meet regulatory compliance through proper implementation of

automation technologies according to industry guidelines and
agency requirements

- Decrease time to market through faster integration of new
equipment and systems

- Meet design, delivery, installation/startup, and other project
requirements by leveraging Rockwell Automation technical
resources throughout the project cycle

Security
Obtain Peace of Mind
- Whether you are an end user, OEM, or systems integrator, 

a lot is riding on your specification and use of automation
equipment. With TechConnect, you’ll get the peace of mind that
can only come from partnering with an industry leader that can
provide comprehensive technical resources to help you realize
the maximum benefit from automation technologies.

THE
TECHCONNECT
ADVANTAGE
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Priority-Access Phone Support 
(8am–5pm in your time zone, M-F)
When your process is down, or you have a critical support issue,
every minute counts. With priority-access phone support, your 
call receives priority status and is automatically routed to a 
Rockwell Automation support specialist within one minute 
(targeted response).

Direct-Access Phone Support 
(8am–5pm in your time zone, M-F)
With direct-access phone support, you can speak directly to a
Rockwell Automation support specialist during regular business
hours, Monday through Friday.

Priority Case Handling
Open priority cases are kept at the front of the queue and assigned
automatic escalation procedures. For complex cases that may
require additional time to resolve, we call you with a status update.

Proactive Case Resolution
If you need to try our recommended solution after the phone call, 
we make a follow-up call to confirm your problem is resolved and
provide additional troubleshooting if needed.

Interactive Case Management Web Site
With PriorityConnect web case management tools, you have 
complete control over all your support case activity. Just log in 
to our secure Internet site to open, view and create support cases. 
A powerful tool for tracking case activity and identifying common 
or critical problem areas.

Discount Off Labor List Price for 
On-site Field Service Agreements
Receive a 15% or 20% discount off labor list price for Rockwell
Automation on-site field service agreements. (Emergency on-site
services not included. Cannot be combined with other on-site 
field service discounts).

Seamless On-site Support Dispatch
If our phone support specialist determines that a problem requires 
an on-site engineer, no need to call another number. Your call will be 
connected directly to our central dispatch center, where a dispatch
coordinator will use your case information to schedule and send a 
qualified engineer to your site (on-site support is billed separately).

Support Connection Magazine
Your source for new product information, Technical Tips, current 
software releases, compatibility matrixes, and features on how to
install, operate, and maintain automation technologies. Purchasers 
of a DirectConnect or PriorityConnect program receive a printed 
subscription. 

On-line Support Requests
Submit support requests on-line to Rockwell Automation support 
specialists. Answers are provided via e-mail within four business 
hours (PriorityConnect) or one business day (DirectConnect and
eConnect).

Software and Logix Firmware Updates 
With a TechConnect Support Program, you have immediate,
24x7x365 web access to the most current updates of Rockwell
Software products and Control, Flex, and CompactLogix flash
firmware (for any product under support). Purchasers of a
DirectConnect or Priority Connect program may also request 
updates on disc at no extra charge—including the option to 
have them sent automatically when coordinated launches 
are released.

Technical Reference Library on Disc
Published annually, our comprehensive reference library contains
electronic versions of Rockwell Automation product manuals and the
Rockwell Automation Knowledgebase. The Knowledgebase consists
of Frequently Asked Questions, technical tips, sample code, known
product anomalies and workarounds, application notes, links to 
hotfixes and service packs, documentation, general information and
detailed explanations of Error Codes. Ideal for use on plant floor 
or in locations where Internet access is unavailable.

Optional Program Upgrades

– 24x7x365 Phone Support
Extend your phone support coverage to include nights, weekends, 
and holidays.

– Dial-up System Diagnostics
Can’t describe a problem over the phone? With dial-up 
diagnostics, our support specialists can remotely access control
and drive systems to quickly identify and troubleshoot a machine,
module, or the entire system. Storage of system prints (with ability
to upload or download to your system) and burning programs to
EPROMs also available upon your request. (Service is sold per 
system and is only available for SLC™, PLC-5®, ControlLogix™

controllers and drives systems).

With a TechConnect Support Program, your site is always

connected to Rockwell Automation’s world-class phone and

electronic technical support. Whether you need help installing,

configuring and maintaining equipment and software, obtaining

software and flash firmware versions, diagnosing and fixing

operating problems, or performing basic programming tasks, 

we deliver the tools and answers you need to get and keep 

your manufacturing and industrial automation equipment 

up and running. 

TechConnect Support Programs are backed by Rockwell

Automation’s worldwide network of award-winning Customer

Support Centers. Reaching almost every region of the globe, 

our state-of-the art support centers provide unlimited access 

to the automation expertise and technical resources that assure 

you’ll get the help you need, when you need it. 

Our network of support centers feature:

• Direct access to highly skilled, formally trained phone support
engineers and technical specialists with extensive industry
experience and product knowledge

• A global, state-of-the art contact management system that
allows every Rockwell Automation phone support specialist 
and field support engineer to access your complete, up to the
minute support history

• Support for automation products at every stage of the life cycle,
including legacy products

• Phone support in over 14 different languages: English, French,
Spanish, Danish, Swedish, Brazilian Portuguese, Italian, Polish,
German, Mandarin, Cantonese, Japanese, Korean,
Flemish/Dutch

• 24-hour, real-time availability of support resources

• Fully equipped labs to replicate complex or unusual problems

• Dial-up diagnostics capabilities to connect directly to your 
control and drive systems

• A seamless link to Global Manufacturing Solutions’ on-site 
support services and parts replacement

1 Available languages vary by region

Think about how much your business depends
on industrial automation equipment. It’s your lifeline . . . the crucial link between

people and machines…between production schedules and profitability.

Industrial automation equipment is vital to your company’s operations—and success. 

SERVICE DESCRIPTIONS

SERVICE PROGRAMS 
Companies have different support needs depending on the number of shifts they 

run, the staffing on those shifts, and the type of manufacturing process. That’s 

why our TechConnect Support Programs are scalable to meet your specific

requirements. Simply choose the program that’s right for your company.

• On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable and on disc)

• Technical Reference Library on Disc

• Priority On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable and on disc)

• Technical Reference Library on Disc

PriorityConnectSM

DirectConnectSM

eConnectSM

Our eConnect program provides on-line
resources and limited phone support for
companies that have non-critical support
issues, few planned process improvements, or
significant internal troubleshooting capabilities
across all shifts. eConnect includes unlimited
on-line access to Rockwell Automation support
specialists (with a one business-day response),
software updates downloadable via the web,
and three phone support cases.

If you have highly complex or mission critical 
processes that require the immediate attention 
of a product expert when a problem occurs, 
PriorityConnect is the right choice. A PriorityConnect
program provides priority phone support (with 
an unlimited number of cases), exclusive on-line 
case management tools, proactive case handling/
follow-up, software updates on disc or down-
loadable via the web, and all DirectConnect 
features. Upgrade options include Dial-up System
Diagnostics and 24x7x365 phone support coverage.

Through our global network of Customer Support
Centers, Rockwell Automation technical specialists
can provide real-time phone support in 14 languages.

TechConnect programs
provide support for your

automation equipment 
through every stage of the

product life cycle, not just 
the first few years.

• Three Phone Support Cases2

(8am–5p in your time zone, M-F)

• On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable only)

• Technical Reference Library on Disc

• Unlimited Priority-Access Phone Support 
(8am–5pm in your time zone, M-F)

• Priority Case Handling 

• Proactive Case Resolution

• Interactive Case Management Web Site

Optional Program Upgrades:

– 24x7x365 Phone Support
– Dial-up System Diagnostics

Optional Program Upgrades:

– 24x7x365 Phone Support

Optional Program Upgrades:

– Not available

• Seamless On-site Support Dispatch

• 20% Discount Off Labor List Price for 
On-site Field Service Agreements 

• Support Connection Magazine

At Rockwell Automation, we recognize that OEMs and systems 
integrators have unique support needs, often varying based on the
requirements specific to each project or customer. TechConnect
Support Programs were created with these unique needs in mind.
Programs offer a wide range of technical resources that are scaleable
to provide the level of support your project teams need in the develop-
ment and deployment of solutions using Integrated Architecture and
other industry-leading Rockwell Automation technologies.
Whether you have a new project or are upgrading an existing 
installation, our experienced support specialists are available 24x7x365
to provide assistance and troubleshooting at any point in the project
cycle — from design, to installation, to testing, to start-up. With your
TechConnect program, you also receive the latest software updates,
electronic product documentation/manuals, TechTips, sample code 
and a variety of other tools and resources that can help you leverage
industry best practices, shorten design cycles, resolve operating
problems, and meet delivery schedules.

TechConnect for

OEMs
Systems Integrators

and

2 Not included in OEM/SI and Education programs

• Unlimited Direct-Access Phone Support 
(8am–5pm in your time zone, M-F)

• Seamless On-site Support Dispatch

• 15% Discount Off Labor List Price for 
On-site Field Service Agreements

• Support Connection Magazine

DirectConnect is the ideal
solution for companies that need
to supplement internal technical
resources with real-time phone support
(unlimited number of cases) from product
specialists at Rockwell Automation. 
The DirectConnect program also includes
software updates on disc or downloadable via
the web, discounts on field service agreements,
our Technical Reference CD Collection and a
subscription to Support Connection magazine.
Upgrade options include 24x7x365 phone
support coverage.
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Priority-Access Phone Support 
(8am–5pm in your time zone, M-F)
When your process is down, or you have a critical support issue,
every minute counts. With priority-access phone support, your 
call receives priority status and is automatically routed to a 
Rockwell Automation support specialist within one minute 
(targeted response).

Direct-Access Phone Support 
(8am–5pm in your time zone, M-F)
With direct-access phone support, you can speak directly to a
Rockwell Automation support specialist during regular business
hours, Monday through Friday.

Priority Case Handling
Open priority cases are kept at the front of the queue and assigned
automatic escalation procedures. For complex cases that may
require additional time to resolve, we call you with a status update.

Proactive Case Resolution
If you need to try our recommended solution after the phone call, 
we make a follow-up call to confirm your problem is resolved and
provide additional troubleshooting if needed.

Interactive Case Management Web Site
With PriorityConnect web case management tools, you have 
complete control over all your support case activity. Just log in 
to our secure Internet site to open, view and create support cases. 
A powerful tool for tracking case activity and identifying common 
or critical problem areas.

Discount Off Labor List Price for 
On-site Field Service Agreements
Receive a 15% or 20% discount off labor list price for Rockwell
Automation on-site field service agreements. (Emergency on-site
services not included. Cannot be combined with other on-site 
field service discounts).

Seamless On-site Support Dispatch
If our phone support specialist determines that a problem requires 
an on-site engineer, no need to call another number. Your call will be 
connected directly to our central dispatch center, where a dispatch
coordinator will use your case information to schedule and send a 
qualified engineer to your site (on-site support is billed separately).

Support Connection Magazine
Your source for new product information, Technical Tips, current 
software releases, compatibility matrixes, and features on how to
install, operate, and maintain automation technologies. Purchasers 
of a DirectConnect or PriorityConnect program receive a printed 
subscription. 

On-line Support Requests
Submit support requests on-line to Rockwell Automation support 
specialists. Answers are provided via e-mail within four business 
hours (PriorityConnect) or one business day (DirectConnect and
eConnect).

Software and Logix Firmware Updates 
With a TechConnect Support Program, you have immediate,
24x7x365 web access to the most current updates of Rockwell
Software products and Control, Flex, and CompactLogix flash
firmware (for any product under support). Purchasers of a
DirectConnect or Priority Connect program may also request 
updates on disc at no extra charge—including the option to 
have them sent automatically when coordinated launches 
are released.

Technical Reference Library on Disc
Published annually, our comprehensive reference library contains
electronic versions of Rockwell Automation product manuals and the
Rockwell Automation Knowledgebase. The Knowledgebase consists
of Frequently Asked Questions, technical tips, sample code, known
product anomalies and workarounds, application notes, links to 
hotfixes and service packs, documentation, general information and
detailed explanations of Error Codes. Ideal for use on plant floor 
or in locations where Internet access is unavailable.

Optional Program Upgrades

– 24x7x365 Phone Support
Extend your phone support coverage to include nights, weekends, 
and holidays.

– Dial-up System Diagnostics
Can’t describe a problem over the phone? With dial-up 
diagnostics, our support specialists can remotely access control
and drive systems to quickly identify and troubleshoot a machine,
module, or the entire system. Storage of system prints (with ability
to upload or download to your system) and burning programs to
EPROMs also available upon your request. (Service is sold per 
system and is only available for SLC™, PLC-5®, ControlLogix™

controllers and drives systems).

With a TechConnect Support Program, your site is always

connected to Rockwell Automation’s world-class phone and

electronic technical support. Whether you need help installing,

configuring and maintaining equipment and software, obtaining

software and flash firmware versions, diagnosing and fixing

operating problems, or performing basic programming tasks, 

we deliver the tools and answers you need to get and keep 

your manufacturing and industrial automation equipment 

up and running. 

TechConnect Support Programs are backed by Rockwell

Automation’s worldwide network of award-winning Customer

Support Centers. Reaching almost every region of the globe, 

our state-of-the art support centers provide unlimited access 

to the automation expertise and technical resources that assure 

you’ll get the help you need, when you need it. 

Our network of support centers feature:

• Direct access to highly skilled, formally trained phone support
engineers and technical specialists with extensive industry
experience and product knowledge

• A global, state-of-the art contact management system that
allows every Rockwell Automation phone support specialist 
and field support engineer to access your complete, up to the
minute support history

• Support for automation products at every stage of the life cycle,
including legacy products

• Phone support in over 14 different languages: English, French,
Spanish, Danish, Swedish, Brazilian Portuguese, Italian, Polish,
German, Mandarin, Cantonese, Japanese, Korean,
Flemish/Dutch

• 24-hour, real-time availability of support resources

• Fully equipped labs to replicate complex or unusual problems

• Dial-up diagnostics capabilities to connect directly to your 
control and drive systems

• A seamless link to Global Manufacturing Solutions’ on-site 
support services and parts replacement

1 Available languages vary by region

Think about how much your business depends
on industrial automation equipment. It’s your lifeline . . . the crucial link between

people and machines…between production schedules and profitability.

Industrial automation equipment is vital to your company’s operations—and success. 

SERVICE DESCRIPTIONS

SERVICE PROGRAMS 
Companies have different support needs depending on the number of shifts they 

run, the staffing on those shifts, and the type of manufacturing process. That’s 

why our TechConnect Support Programs are scalable to meet your specific

requirements. Simply choose the program that’s right for your company.

• On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable and on disc)

• Technical Reference Library on Disc

• Priority On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable and on disc)

• Technical Reference Library on Disc

PriorityConnectSM

DirectConnectSM

eConnectSM

Our eConnect program provides on-line
resources and limited phone support for
companies that have non-critical support
issues, few planned process improvements, or
significant internal troubleshooting capabilities
across all shifts. eConnect includes unlimited
on-line access to Rockwell Automation support
specialists (with a one business-day response),
software updates downloadable via the web,
and three phone support cases.

If you have highly complex or mission critical 
processes that require the immediate attention 
of a product expert when a problem occurs, 
PriorityConnect is the right choice. A PriorityConnect
program provides priority phone support (with 
an unlimited number of cases), exclusive on-line 
case management tools, proactive case handling/
follow-up, software updates on disc or down-
loadable via the web, and all DirectConnect 
features. Upgrade options include Dial-up System
Diagnostics and 24x7x365 phone support coverage.

Through our global network of Customer Support
Centers, Rockwell Automation technical specialists
can provide real-time phone support in 14 languages.

TechConnect programs
provide support for your

automation equipment 
through every stage of the

product life cycle, not just 
the first few years.

• Three Phone Support Cases2

(8am–5p in your time zone, M-F)

• On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable only)

• Technical Reference Library on Disc

• Unlimited Priority-Access Phone Support 
(8am–5pm in your time zone, M-F)

• Priority Case Handling 

• Proactive Case Resolution

• Interactive Case Management Web Site

Optional Program Upgrades:

– 24x7x365 Phone Support
– Dial-up System Diagnostics

Optional Program Upgrades:

– 24x7x365 Phone Support

Optional Program Upgrades:

– Not available

• Seamless On-site Support Dispatch

• 20% Discount Off Labor List Price for 
On-site Field Service Agreements 

• Support Connection Magazine

At Rockwell Automation, we recognize that OEMs and systems 
integrators have unique support needs, often varying based on the
requirements specific to each project or customer. TechConnect
Support Programs were created with these unique needs in mind.
Programs offer a wide range of technical resources that are scaleable
to provide the level of support your project teams need in the develop-
ment and deployment of solutions using Integrated Architecture and
other industry-leading Rockwell Automation technologies.
Whether you have a new project or are upgrading an existing 
installation, our experienced support specialists are available 24x7x365
to provide assistance and troubleshooting at any point in the project
cycle — from design, to installation, to testing, to start-up. With your
TechConnect program, you also receive the latest software updates,
electronic product documentation/manuals, TechTips, sample code 
and a variety of other tools and resources that can help you leverage
industry best practices, shorten design cycles, resolve operating
problems, and meet delivery schedules.

TechConnect for

OEMs
Systems Integrators

and

2 Not included in OEM/SI and Education programs

• Unlimited Direct-Access Phone Support 
(8am–5pm in your time zone, M-F)

• Seamless On-site Support Dispatch

• 15% Discount Off Labor List Price for 
On-site Field Service Agreements

• Support Connection Magazine

DirectConnect is the ideal
solution for companies that need
to supplement internal technical
resources with real-time phone support
(unlimited number of cases) from product
specialists at Rockwell Automation. 
The DirectConnect program also includes
software updates on disc or downloadable via
the web, discounts on field service agreements,
our Technical Reference CD Collection and a
subscription to Support Connection magazine.
Upgrade options include 24x7x365 phone
support coverage.
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Priority-Access Phone Support 
(8am–5pm in your time zone, M-F)
When your process is down, or you have a critical support issue,
every minute counts. With priority-access phone support, your 
call receives priority status and is automatically routed to a 
Rockwell Automation support specialist within one minute 
(targeted response).

Direct-Access Phone Support 
(8am–5pm in your time zone, M-F)
With direct-access phone support, you can speak directly to a
Rockwell Automation support specialist during regular business
hours, Monday through Friday.

Priority Case Handling
Open priority cases are kept at the front of the queue and assigned
automatic escalation procedures. For complex cases that may
require additional time to resolve, we call you with a status update.

Proactive Case Resolution
If you need to try our recommended solution after the phone call, 
we make a follow-up call to confirm your problem is resolved and
provide additional troubleshooting if needed.

Interactive Case Management Web Site
With PriorityConnect web case management tools, you have 
complete control over all your support case activity. Just log in 
to our secure Internet site to open, view and create support cases. 
A powerful tool for tracking case activity and identifying common 
or critical problem areas.

Discount Off Labor List Price for 
On-site Field Service Agreements
Receive a 15% or 20% discount off labor list price for Rockwell
Automation on-site field service agreements. (Emergency on-site
services not included. Cannot be combined with other on-site 
field service discounts).

Seamless On-site Support Dispatch
If our phone support specialist determines that a problem requires 
an on-site engineer, no need to call another number. Your call will be 
connected directly to our central dispatch center, where a dispatch
coordinator will use your case information to schedule and send a 
qualified engineer to your site (on-site support is billed separately).

Support Connection Magazine
Your source for new product information, Technical Tips, current 
software releases, compatibility matrixes, and features on how to
install, operate, and maintain automation technologies. Purchasers 
of a DirectConnect or PriorityConnect program receive a printed 
subscription. 

On-line Support Requests
Submit support requests on-line to Rockwell Automation support 
specialists. Answers are provided via e-mail within four business 
hours (PriorityConnect) or one business day (DirectConnect and
eConnect).

Software and Logix Firmware Updates 
With a TechConnect Support Program, you have immediate,
24x7x365 web access to the most current updates of Rockwell
Software products and Control, Flex, and CompactLogix flash
firmware (for any product under support). Purchasers of a
DirectConnect or Priority Connect program may also request 
updates on disc at no extra charge—including the option to 
have them sent automatically when coordinated launches 
are released.

Technical Reference Library on Disc
Published annually, our comprehensive reference library contains
electronic versions of Rockwell Automation product manuals and the
Rockwell Automation Knowledgebase. The Knowledgebase consists
of Frequently Asked Questions, technical tips, sample code, known
product anomalies and workarounds, application notes, links to 
hotfixes and service packs, documentation, general information and
detailed explanations of Error Codes. Ideal for use on plant floor 
or in locations where Internet access is unavailable.

Optional Program Upgrades

– 24x7x365 Phone Support
Extend your phone support coverage to include nights, weekends, 
and holidays.

– Dial-up System Diagnostics
Can’t describe a problem over the phone? With dial-up 
diagnostics, our support specialists can remotely access control
and drive systems to quickly identify and troubleshoot a machine,
module, or the entire system. Storage of system prints (with ability
to upload or download to your system) and burning programs to
EPROMs also available upon your request. (Service is sold per 
system and is only available for SLC™, PLC-5®, ControlLogix™

controllers and drives systems).

With a TechConnect Support Program, your site is always

connected to Rockwell Automation’s world-class phone and

electronic technical support. Whether you need help installing,

configuring and maintaining equipment and software, obtaining

software and flash firmware versions, diagnosing and fixing

operating problems, or performing basic programming tasks, 

we deliver the tools and answers you need to get and keep 

your manufacturing and industrial automation equipment 

up and running. 

TechConnect Support Programs are backed by Rockwell

Automation’s worldwide network of award-winning Customer

Support Centers. Reaching almost every region of the globe, 

our state-of-the art support centers provide unlimited access 

to the automation expertise and technical resources that assure 

you’ll get the help you need, when you need it. 

Our network of support centers feature:

• Direct access to highly skilled, formally trained phone support
engineers and technical specialists with extensive industry
experience and product knowledge

• A global, state-of-the art contact management system that
allows every Rockwell Automation phone support specialist 
and field support engineer to access your complete, up to the
minute support history

• Support for automation products at every stage of the life cycle,
including legacy products

• Phone support in over 14 different languages: English, French,
Spanish, Danish, Swedish, Brazilian Portuguese, Italian, Polish,
German, Mandarin, Cantonese, Japanese, Korean,
Flemish/Dutch

• 24-hour, real-time availability of support resources

• Fully equipped labs to replicate complex or unusual problems

• Dial-up diagnostics capabilities to connect directly to your 
control and drive systems

• A seamless link to Global Manufacturing Solutions’ on-site 
support services and parts replacement

1 Available languages vary by region

Think about how much your business depends
on industrial automation equipment. It’s your lifeline . . . the crucial link between

people and machines…between production schedules and profitability.

Industrial automation equipment is vital to your company’s operations—and success. 

SERVICE DESCRIPTIONS

SERVICE PROGRAMS 
Companies have different support needs depending on the number of shifts they 

run, the staffing on those shifts, and the type of manufacturing process. That’s 

why our TechConnect Support Programs are scalable to meet your specific

requirements. Simply choose the program that’s right for your company.

• On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable and on disc)

• Technical Reference Library on Disc

• Priority On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable and on disc)

• Technical Reference Library on Disc

PriorityConnectSM

DirectConnectSM

eConnectSM

Our eConnect program provides on-line
resources and limited phone support for
companies that have non-critical support
issues, few planned process improvements, or
significant internal troubleshooting capabilities
across all shifts. eConnect includes unlimited
on-line access to Rockwell Automation support
specialists (with a one business-day response),
software updates downloadable via the web,
and three phone support cases.

If you have highly complex or mission critical 
processes that require the immediate attention 
of a product expert when a problem occurs, 
PriorityConnect is the right choice. A PriorityConnect
program provides priority phone support (with 
an unlimited number of cases), exclusive on-line 
case management tools, proactive case handling/
follow-up, software updates on disc or down-
loadable via the web, and all DirectConnect 
features. Upgrade options include Dial-up System
Diagnostics and 24x7x365 phone support coverage.

Through our global network of Customer Support
Centers, Rockwell Automation technical specialists
can provide real-time phone support in 14 languages.

TechConnect programs
provide support for your

automation equipment 
through every stage of the

product life cycle, not just 
the first few years.

• Three Phone Support Cases2

(8am–5p in your time zone, M-F)

• On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable only)

• Technical Reference Library on Disc

• Unlimited Priority-Access Phone Support 
(8am–5pm in your time zone, M-F)

• Priority Case Handling 

• Proactive Case Resolution

• Interactive Case Management Web Site

Optional Program Upgrades:

– 24x7x365 Phone Support
– Dial-up System Diagnostics

Optional Program Upgrades:

– 24x7x365 Phone Support

Optional Program Upgrades:

– Not available

• Seamless On-site Support Dispatch

• 20% Discount Off Labor List Price for 
On-site Field Service Agreements 

• Support Connection Magazine

At Rockwell Automation, we recognize that OEMs and systems 
integrators have unique support needs, often varying based on the
requirements specific to each project or customer. TechConnect
Support Programs were created with these unique needs in mind.
Programs offer a wide range of technical resources that are scaleable
to provide the level of support your project teams need in the develop-
ment and deployment of solutions using Integrated Architecture and
other industry-leading Rockwell Automation technologies.
Whether you have a new project or are upgrading an existing 
installation, our experienced support specialists are available 24x7x365
to provide assistance and troubleshooting at any point in the project
cycle — from design, to installation, to testing, to start-up. With your
TechConnect program, you also receive the latest software updates,
electronic product documentation/manuals, TechTips, sample code 
and a variety of other tools and resources that can help you leverage
industry best practices, shorten design cycles, resolve operating
problems, and meet delivery schedules.

TechConnect for

OEMs
Systems Integrators

and

2 Not included in OEM/SI and Education programs

• Unlimited Direct-Access Phone Support 
(8am–5pm in your time zone, M-F)

• Seamless On-site Support Dispatch

• 15% Discount Off Labor List Price for 
On-site Field Service Agreements

• Support Connection Magazine

DirectConnect is the ideal
solution for companies that need
to supplement internal technical
resources with real-time phone support
(unlimited number of cases) from product
specialists at Rockwell Automation. 
The DirectConnect program also includes
software updates on disc or downloadable via
the web, discounts on field service agreements,
our Technical Reference CD Collection and a
subscription to Support Connection magazine.
Upgrade options include 24x7x365 phone
support coverage.
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Priority-Access Phone Support 
(8am–5pm in your time zone, M-F)
When your process is down, or you have a critical support issue,
every minute counts. With priority-access phone support, your 
call receives priority status and is automatically routed to a 
Rockwell Automation support specialist within one minute 
(targeted response).

Direct-Access Phone Support 
(8am–5pm in your time zone, M-F)
With direct-access phone support, you can speak directly to a
Rockwell Automation support specialist during regular business
hours, Monday through Friday.

Priority Case Handling
Open priority cases are kept at the front of the queue and assigned
automatic escalation procedures. For complex cases that may
require additional time to resolve, we call you with a status update.

Proactive Case Resolution
If you need to try our recommended solution after the phone call, 
we make a follow-up call to confirm your problem is resolved and
provide additional troubleshooting if needed.

Interactive Case Management Web Site
With PriorityConnect web case management tools, you have 
complete control over all your support case activity. Just log in 
to our secure Internet site to open, view and create support cases. 
A powerful tool for tracking case activity and identifying common 
or critical problem areas.

Discount Off Labor List Price for 
On-site Field Service Agreements
Receive a 15% or 20% discount off labor list price for Rockwell
Automation on-site field service agreements. (Emergency on-site
services not included. Cannot be combined with other on-site 
field service discounts).

Seamless On-site Support Dispatch
If our phone support specialist determines that a problem requires 
an on-site engineer, no need to call another number. Your call will be 
connected directly to our central dispatch center, where a dispatch
coordinator will use your case information to schedule and send a 
qualified engineer to your site (on-site support is billed separately).

Support Connection Magazine
Your source for new product information, Technical Tips, current 
software releases, compatibility matrixes, and features on how to
install, operate, and maintain automation technologies. Purchasers 
of a DirectConnect or PriorityConnect program receive a printed 
subscription. 

On-line Support Requests
Submit support requests on-line to Rockwell Automation support 
specialists. Answers are provided via e-mail within four business 
hours (PriorityConnect) or one business day (DirectConnect and
eConnect).

Software and Logix Firmware Updates 
With a TechConnect Support Program, you have immediate,
24x7x365 web access to the most current updates of Rockwell
Software products and Control, Flex, and CompactLogix flash
firmware (for any product under support). Purchasers of a
DirectConnect or Priority Connect program may also request 
updates on disc at no extra charge—including the option to 
have them sent automatically when coordinated launches 
are released.

Technical Reference Library on Disc
Published annually, our comprehensive reference library contains
electronic versions of Rockwell Automation product manuals and the
Rockwell Automation Knowledgebase. The Knowledgebase consists
of Frequently Asked Questions, technical tips, sample code, known
product anomalies and workarounds, application notes, links to 
hotfixes and service packs, documentation, general information and
detailed explanations of Error Codes. Ideal for use on plant floor 
or in locations where Internet access is unavailable.

Optional Program Upgrades

– 24x7x365 Phone Support
Extend your phone support coverage to include nights, weekends, 
and holidays.

– Dial-up System Diagnostics
Can’t describe a problem over the phone? With dial-up 
diagnostics, our support specialists can remotely access control
and drive systems to quickly identify and troubleshoot a machine,
module, or the entire system. Storage of system prints (with ability
to upload or download to your system) and burning programs to
EPROMs also available upon your request. (Service is sold per 
system and is only available for SLC™, PLC-5®, ControlLogix™

controllers and drives systems).

With a TechConnect Support Program, your site is always

connected to Rockwell Automation’s world-class phone and

electronic technical support. Whether you need help installing,

configuring and maintaining equipment and software, obtaining

software and flash firmware versions, diagnosing and fixing

operating problems, or performing basic programming tasks, 

we deliver the tools and answers you need to get and keep 

your manufacturing and industrial automation equipment 

up and running. 

TechConnect Support Programs are backed by Rockwell

Automation’s worldwide network of award-winning Customer

Support Centers. Reaching almost every region of the globe, 

our state-of-the art support centers provide unlimited access 

to the automation expertise and technical resources that assure 

you’ll get the help you need, when you need it. 

Our network of support centers feature:

• Direct access to highly skilled, formally trained phone support
engineers and technical specialists with extensive industry
experience and product knowledge

• A global, state-of-the art contact management system that
allows every Rockwell Automation phone support specialist 
and field support engineer to access your complete, up to the
minute support history

• Support for automation products at every stage of the life cycle,
including legacy products

• Phone support in over 14 different languages: English, French,
Spanish, Danish, Swedish, Brazilian Portuguese, Italian, Polish,
German, Mandarin, Cantonese, Japanese, Korean,
Flemish/Dutch

• 24-hour, real-time availability of support resources

• Fully equipped labs to replicate complex or unusual problems

• Dial-up diagnostics capabilities to connect directly to your 
control and drive systems

• A seamless link to Global Manufacturing Solutions’ on-site 
support services and parts replacement

1 Available languages vary by region

Think about how much your business depends
on industrial automation equipment. It’s your lifeline . . . the crucial link between

people and machines…between production schedules and profitability.

Industrial automation equipment is vital to your company’s operations—and success. 

SERVICE DESCRIPTIONS

SERVICE PROGRAMS 
Companies have different support needs depending on the number of shifts they 

run, the staffing on those shifts, and the type of manufacturing process. That’s 

why our TechConnect Support Programs are scalable to meet your specific

requirements. Simply choose the program that’s right for your company.

• On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable and on disc)

• Technical Reference Library on Disc

• Priority On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable and on disc)

• Technical Reference Library on Disc

PriorityConnectSM

DirectConnectSM

eConnectSM

Our eConnect program provides on-line
resources and limited phone support for
companies that have non-critical support
issues, few planned process improvements, or
significant internal troubleshooting capabilities
across all shifts. eConnect includes unlimited
on-line access to Rockwell Automation support
specialists (with a one business-day response),
software updates downloadable via the web,
and three phone support cases.

If you have highly complex or mission critical 
processes that require the immediate attention 
of a product expert when a problem occurs, 
PriorityConnect is the right choice. A PriorityConnect
program provides priority phone support (with 
an unlimited number of cases), exclusive on-line 
case management tools, proactive case handling/
follow-up, software updates on disc or down-
loadable via the web, and all DirectConnect 
features. Upgrade options include Dial-up System
Diagnostics and 24x7x365 phone support coverage.

Through our global network of Customer Support
Centers, Rockwell Automation technical specialists
can provide real-time phone support in 14 languages.

TechConnect programs
provide support for your

automation equipment 
through every stage of the

product life cycle, not just 
the first few years.

• Three Phone Support Cases2

(8am–5p in your time zone, M-F)

• On-Line Support Requests

• Software and Logix Firmware Updates
(web downloadable only)

• Technical Reference Library on Disc

• Unlimited Priority-Access Phone Support 
(8am–5pm in your time zone, M-F)

• Priority Case Handling 

• Proactive Case Resolution

• Interactive Case Management Web Site

Optional Program Upgrades:

– 24x7x365 Phone Support
– Dial-up System Diagnostics

Optional Program Upgrades:

– 24x7x365 Phone Support

Optional Program Upgrades:

– Not available

• Seamless On-site Support Dispatch

• 20% Discount Off Labor List Price for 
On-site Field Service Agreements 

• Support Connection Magazine

At Rockwell Automation, we recognize that OEMs and systems 
integrators have unique support needs, often varying based on the
requirements specific to each project or customer. TechConnect
Support Programs were created with these unique needs in mind.
Programs offer a wide range of technical resources that are scaleable
to provide the level of support your project teams need in the develop-
ment and deployment of solutions using Integrated Architecture and
other industry-leading Rockwell Automation technologies.
Whether you have a new project or are upgrading an existing 
installation, our experienced support specialists are available 24x7x365
to provide assistance and troubleshooting at any point in the project
cycle — from design, to installation, to testing, to start-up. With your
TechConnect program, you also receive the latest software updates,
electronic product documentation/manuals, TechTips, sample code 
and a variety of other tools and resources that can help you leverage
industry best practices, shorten design cycles, resolve operating
problems, and meet delivery schedules.

TechConnect for

OEMs
Systems Integrators

and

2 Not included in OEM/SI and Education programs

• Unlimited Direct-Access Phone Support 
(8am–5pm in your time zone, M-F)

• Seamless On-site Support Dispatch

• 15% Discount Off Labor List Price for 
On-site Field Service Agreements

• Support Connection Magazine

DirectConnect is the ideal
solution for companies that need
to supplement internal technical
resources with real-time phone support
(unlimited number of cases) from product
specialists at Rockwell Automation. 
The DirectConnect program also includes
software updates on disc or downloadable via
the web, discounts on field service agreements,
our Technical Reference CD Collection and a
subscription to Support Connection magazine.
Upgrade options include 24x7x365 phone
support coverage.
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The pressure is on to reach maximum efficiency—and maximum

profits—every hour, of every day, of every year. To prosper,

companies must continuously strive to optimize their

operations. Capacity must be maximized, production cycles

must be reduced, inventory control must be

carefully orchestrated, staff and equipment

must be effectively utilized.

How are companies achieving these goals?

Many turn to technology— specifically, 

plant floor automation. However, as system

complexity has increased, many companies

have found it difficult to maintain the level 

of knowledge, skills and experience 

required to effectively install, operate 

and maintain them.

What happens in your plant when there is 

a question . . . or a persistent problem? 

When the unexpected occurs? When

production goes down? Are there sufficient

internal resources to quickly and accurately

troubleshoot problems without taking key staff away from

their primary responsibilities? If not, problems may take days, or

even weeks, to resolve—and other operations may be impacted

while corrective action is performed. Time that often translates

into significant hidden costs. Time that could have been spent 

on core activities that drive business growth.

At Rockwell Automation, we can help. We recognize that

companies depend on suppliers more than ever to be a partner

—seeking to leverage their product expertise and industry

experience to help them achieve success. We, unlike anyone else

in the industrial automation market, are

uniquely qualified to do so. We’ve been in

the industrial automation market for nearly

100 years—and are the largest company in

the world solely focused on manufacturing

and servicing industrial automation products. 

We know industrial automation, and 

we understand all facets of your operation. 

We know your business, we know your

process, and we know your industry. 

We also understand that each company’s

support needs are different. That’s why we

created TechConnect Support Programs.

These phone and electronic support programs

are completely scalable to provide the help

you want, how and when you need it.

Whether you need help on-line or over the

phone, during regular business hours or 24x7x365, around the

corner or around the world, we have a TechConnect program that

can provide the right support solution to help your company deal

with the challenges of today’s industrial world.

The Help You Need in Today’s Industrial World

A RECOGNIZED COMMITMENT 
TO EXCELLENCE

All Rockwell Automation Customer
Support Centers that provide 
support under the TechConnect 
program have received Support
Center Practices (SCP) Certification.
Developed by thirty-five leading
technology companies, SCP 
certification provides the service
quality benchmark for support 
centers and help desks and is
awarded annually based on rigid
performance requirements. To 
maintain certification, companies
must continue to demonstrate 
their commitment to excellence 
and high performance standards.

www.rockwellautomation.com
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Rockwell Automation, 777 East Wisconsin Avenue, Suite 1400, Milwaukee, WI, 53202-5302 USA, Tel: (1) 414.212.5200, Fax: (1) 414.212.5201

Headquarters for Allen-Bradley Products, Rockwell Software Products and Global Manufacturing Solutions
Americas: Rockwell Automation, 1201 South Second Street, Milwaukee, WI 53204-2496 USA, Tel: (1) 414.382.2000, Fax: (1) 414.382.4444
Europe: Rockwell Automation SA/NV, Vorstlaan/Boulevard du Souverain 36-BP 3A/B, 1170 Brussels, Belgium, Tel: (32) 2 663 0600, Fax: (32) 2 663 0640
Asia Pacific: Rockwell Automation, 27/F Citicorp Centre, 18 Whitfield Road, Causeway Bay, Hong Kong, Tel: (852) 2887 4788, Fax: (852) 2508 1846

Headquarters for Dodge and Reliance Electric Products
Americas: Rockwell Automation, 6040 Ponders Court, Greenville, SC 29615-4617 USA, Tel: (1) 864.297.4800, Fax: (1) 864.281.2433
Europe: Rockwell Automation, Brühlstraße 22, D-74834 Elztal-Dallau, Germany, Tel: (49) 6261 9410, Fax: (49) 6261 1774
Asia Pacific: Rockwell Automation, 55 Newton Road, #11-01/02 Revenue House, Singapore 307987, Tel: (65) 351 6723, Fax: (65) 355 1733

Publication GMSC00-BR004G-EN-P – August 2004 Copyright © 2002 Rockwell Automation, Inc. All rights reserved. Printed in USA.

Supersedes Publication GMSC00-BR004F-EN-P – November 2003

TechConnectSM Support
Programs

Telephone and Electronic Support Services 
for Industrial Automation Technologies

HOW TO ORDER
To order a TechConnect Support Program for your site, simply

follow the steps below and then contact your local Rockwell

Automation sales office or authorized distributor for additional

ordering information and pricing. Upon receipt of order, you will

be sent a welcome kit with complete details on your support

program, including information on accessing and using Rockwell

Automation Customer Support. The welcome kit will also

contain your Technical Reference Library and wallet cards to

quickly locate important Customer Support phone numbers and

web sites.

For More Information
For more information about Rockwell Automation TechConnect

Support Programs, contact your local Rockwell Automation 

sales office or authorized distributor, or go to:

http://support.rockwellautomation.com/supportprograms

Select Product Family Coverage 
TechConnect Support Programs are available for the

Rockwell Automation product families shown here.

Simply select the families (from Group A), the

products from within families (from Group B), and 

the specialty products (from Group C) you would like

supported. To simplify the management of your

support agreements, all product families are 

bundled into one contract. 

Choose a Service Program: 
- PriorityConnect (8am–5pm or 24x7x365)

- DirectConnect (8am–5pm or 24x7x365)

- eConnect

You may choose different service levels for 

different product families.

Contact your local Rockwell Automation 
sales office or authorized distributor.

1

2

3

When you call Rockwell Automation Customer Support,
you’ll speak directly to a highly-trained technical specialist
with extensive industry experience and product knowledge.
Our specialists average over 13 years of industrial
automation experience and many are trained in related
technologies such as Microsoft®, Oracle, and Ethernet.

SUPPORTED PRODUCT FAMILIES

A. STANDARD PRODUCTS. Support is provided for all products listed within a product family
(e.g., Automation Control Products)
Automation Control Products
• Current and legacy programmable controllers: ControlLogix, FlexLogix, CompactLogix, PLC (1774/1778,

2, 3, 4, 5/250), PLC-5, SLC, MicroLogix, Automax PLC, Automate 15/30/40, SoftLogix, Open
Automation, GuardPLC, Logic software (RSLogix, AI Series, 6200)

• Operator Interface: PanelView, PanelView Plus, PanelBuilder, Portable HMI, RediPanel, InView,
Dataliner, DTAM, Industrial Computers, Programming software (PanelBuilder, RSView ME)

• I/O: Distributed, Point, Block, Expansion and Remote

• Networks: DeviceNet, ControlNet, Ethernet IP, DH+, DH-485, RSNetworx, Gateway, Interchange for
DOS/Windows

• Related software: RSLinx Lite, RSGuardian, RSLadder, RSEmulate, RSMACC Server/Change
Management & Network Health

Allen-Bradley Drives Control Products
Current standalone Allen-Bradley drives and programming software: 160, 161, 1305, 1336, 1352, 1395,
1397, 8720, PowerFlex series (excluding 7000) and all associated software (DriveTools, DriveExplorer,
etc.), RGU, NRU, ControlLogix (drive interface module), DriveLogix, Standalone servo controllers 
(SClass, Ultra)

Reliance Drives Control Products
Current and legacy standalone Reliance1 drives: AutoMax drives (SA500/3000/3100, SB3000, SD3000,
SF3000, 4 card set), DC 1/2/3, FlexPak 3000/Plus, GP800-2000, GV3000/SE, LiquiFlo v 1.0/1.5/2.0,
MaxPak III/Plus, MinPak Plus, SP100/200/500/600, VTAC 5/7/9, VSM500, WebPak

Industrial Motion Control Products.
• Current and legacy rack-based motion products: PLC (IMC 120, 121, 123), SLC (1746-HS, HSRV,

HSTP1), CLX (1756-M02AE, M16SE, M08SE), SoftLogix (1784-PM02AE)

• Servo drives2 (Kinetix, 8720, Ultra, 1327, 1386, 1388, 1389, 1391, 1392, 1394)

• Programming software (ODS, GML, Ultraware) CNC System Motion.

• Current and legacy system motion products and programming software: 7100, 7300, 8200, 8400,
8600, Bandit, and all 9 Series controllers, Machine Pro.

B. ADVANCED SOFTWARE. Support is provided for each software package you select 
within a family (e.g., RSView SE)
HMI/Communication Software: RSView32 Works and Runtimes, RSView SE, RSLinx (Professional,
OEM, Gateway), RSTrend

Information Automation Software: RSSQL, Historian, Scheduler, PlantMetrics

Application Software: RSWire, RSData, RSLogix Frameworks, Automation Desktop, RSJunction Box,
RSTune, RSTrainer, IntelliCenter (and many more)

Process Software: ProcessPak, RSBizWare Batch, eProcedure, MaterialTrack

C. SPECIALTY PRODUCTS. Support is provided for the products you select
Specialty products include those with a small installed base, that require application-level support, 
or non-Rockwell products: Pyramid Integrator (w/DEC), DH+, DH485, Wintelligent, ProcessLogix,
ControlView, Interchange, Foundation Fieldbus (1757, 1788), Proset 200/700, Companion, RSLinx C SDK,
DataDisc, Knowledgebase on CD, RSMACC Auto Asset Mgmt & Online Condition Monitor (Enwatch),
UltraPlus & IQ Series servo drives, competitive3 or complimentary products.

NOTE: If a Rockwell Automation product is not listed above, please contact your local Rockwell Automation distributor
sales office for support options.
1 Software updates not included for Reliance products. PriorityConnect service level not available.
2 Support for Electrocraft servo drives is available 8a-5p CST; Support for Creonics servo drives is available 8a-5p EST.

Standalone servo drives do not require an Automation Control support agreement.
3 The following competitive brands and products are currently supported: GE Fanuc 90/30, 90/70, Cimplicity software;

Modicon 584, 984; Siemens S5, S7; WonderWare software. Support for other competitive products may be available,
please contact your local Rockwell Automation sales office for a current list.

Flexibility
Choose the Level of Support that Best Fits Your Needs
- Choose one of three service levels to best supplement your

internal technical resources, and provide the support you need,
when you need it

- Easily upgrade your service level, add options, or change 
product coverage without purchasing a new program

Simplicity
Manage and Receive Support Under One Program
- Product coverage based on ten families, not thousands 

of individual products
- No need to purchase support separately for older equipment;

product families include coverage for current and legacy 
products

- Cover an entire site or multiple sites under one program
- Annual, site-based renewal process
- Easy to order — just call your Rockwell Automation sales office

or authorized distributor and specify desired product families,
the service level for each, and time coverage

Efficiency
Meet Project, Production and Business Goals
- Reduce unplanned downtime through improved access to and

availability of troubleshooting resources
- Improve productivity through better utilization of technical

resources and operation of automation equipment
- Meet regulatory compliance through proper implementation of

automation technologies according to industry guidelines and
agency requirements

- Decrease time to market through faster integration of new
equipment and systems

- Meet design, delivery, installation/startup, and other project
requirements by leveraging Rockwell Automation technical
resources throughout the project cycle

Security
Obtain Peace of Mind
- Whether you are an end user, OEM, or systems integrator, 

a lot is riding on your specification and use of automation
equipment. With TechConnect, you’ll get the peace of mind that
can only come from partnering with an industry leader that can
provide comprehensive technical resources to help you realize
the maximum benefit from automation technologies.

THE
TECHCONNECT
ADVANTAGE
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