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Interactive and embedded product information 
- A user-centered approach performed at Atlas Copco Industrial Technique  

Abstract 

Atlas Copco Industrial Technique creates large amounts of product related information needed 
by their users to use their systems and products safely and correctly. This enables them to get 
the required information for how to repair, troubleshoot and configure the system. Up until now 
this information has been presented using traditional media, such as printed documents, PDFs 
and basic online help. This way of information presentation is time consuming, unproductive 
and confusing for the users.    
 
The purpose of this thesis is to find out which type of product information needs to be in two 
specific products from Atlas Copco, Power Focus 6000 and ToolsTalk 2, and how this 
information should be presented in an agile way so that the users can easily access the 
information, interact with the systems and find solutions to their problems. 
  
The results gathered from individual interviews, a focus group and a design workshop showed 
that there were many improvements that could be done in these systems. These results generated 
design implications and proposals that were implemented on the existing ToolsTalk 2 interface 
as a demo with help from the development team.   

Interaktiv och inbäddad produktinformation 
- En användarcentrerad metod utfört på Atlas Copco Industriteknik 

Sammanfattning 

Atlas Copco Industriteknik skapar stora mängder produktrelaterad information som användarna 
behöver för att använda sina system och produkter på ett säkert och korrekt sätt. Detta gör det 
möjligt för dem att få den information som krävs för att reparera, felsöka och konfigurera 
systemen. Hittills har denna information tagits fram med hjälp av traditionella media, såsom 
tryckta dokument, PDF-filer och grundläggande online-hjälp. Dessa metoder för 
informationspresentation är tidskrävande, improduktiva och förvirrande för användarna.  

Syftet med denna uppsats är att ta reda på vilken typ av produktinformation som behöver finnas 
i två specifika produkter från Atlas Copco, Power Focus 6000 och ToolsTalk 2, och hur denna 
information ska presenteras på ett bättre sätt så att användarna lätt kan komma åt informationen, 
interagera med systemen och hitta lösningar till sina problem.  

Resultaten som har samlats in från enskilda intervjuer, en fokusgrupp och en designworkshop 
visade att det fanns många förbättringar som skulle kunna göras i dessa system. Dessa resultat 
genererade designimplikationer och förslag som implementerades på det befintliga ToolsTalk 2 
gränssnittet som en demo med hjälp av utvecklingsteamet.  
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1. Introduction 
1.1 Background 
There are many studies showing the importance of the impact of the information presentation 
format on consumers’ achievement (Painton & Gentry 1985). In the past, the focus for many 
companies has mainly been on the availability of the information, but that is not enough. Even if 
information is available, it is not easily accessible and therefore, it cannot be useful for the 
consumers. Being easily accessible is dependent on the format in which the information is being 
presented. This means, if there are easier and better methods, which are more effective 
regarding accessing information by the consumers, then information needs to be presented in a 
format corresponding with those methods. (Bettman & Kakkar 1977)  
 

Atlas Copco Industrial Technique provides industrial power tools, assembly systems, quality 
assurance products, software and services through a global network. Atlas Copco Industrial 
Technique innovates for sustainable productivity for customers in the automotive and aerospace 
industries, industrial manufacturing and maintenance and in vehicle service.  
 

The motor vehicle industry is a key customer segment in the Industrial Technique business area. 
The business area has successfully developed advanced electric industrial tools and assembly 
systems that assist customers in achieving fastening according to their specifications and 
minimizing errors and interruptions in production. In general industry, industrial tools are used 
in a number of applications. Customers are found in light assembly, general engineering, 
shipyards, foundries, and among machine tool builders. 
 

Atlas Copco Industrial Technique creates large amounts of product related information needed 
by their users to use their systems and products safely and correctly. This enables them to get 
the required information for how to repair, troubleshoot and configure the system. Up until now 
this information has been presented using traditional media, such as printed documents, PDFs 
and basic online help. 
 

Power Focus controllers are used for programming tools that are used for tightening and other 
purposes in different industries. Power Focus 6000 is a new generation of controllers, which 
was made to enhance error proofing, connectivity and flexibility, and to be the first to introduce 
software ergonomics to the industry. In this study, Power Focus 6000 is one of the main 
products in focus and it will be described in more details on section 4.3.1. 
 

ToolsTalk 2 is a web-based software, which is used for adjusting the settings on Power Focus 
6000. Several controllers can be connected to ToolsTalk 2 at the same time and every user can 
modify the settings of his/her own controller. ToolsTalk 2 has only been tested by one customer 
so far and has not officially been released yet. ToolsTalk 2 is the other main product in focus for 
this study and it will be described in more details on section 4.3.2. 
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1.2 Purpose 
The purpose of this thesis is to find out which type of product information is needed to be in the 
two systems mentioned above and how this information should be presented in an agile way so 
that the users can easily access the information, interact with the systems and find solutions to 
their problems. 
 

The thesis should result in a demo presentation of a proposed solution by using existing product 
software at Atlas Copco and their internal information applications. The solution will in an 
intuitive and effective way present the user with needed information such as help, 
troubleshooting, product information etc. 

1.3 Problem definition 
A new generation of assembly systems, Power Focus 6000 and ToolsTalk 2, is now under 
deployment at Atlas Copco and the aim is to make the information, as described above, 
available in an intuitive and effective way, given the context and product, to enhance their 
client’s productivity and satisfaction. This would also give Atlas Copco a competitive edge 
towards their competitors. A main question has been formulated as a guideline for the thesis, 
which will always be in focus throughout the whole study, followed by a sub query, which will 
help in reaching a conclusion.  
 

The main question of this thesis is: How should product information be presented in the most 
effective way? 
The sub query is: What information do the users need while setting up and using a hardware 
versus a software? 

1.4 Delimitations 
Even though product information is available through other channels at Atlas Copco such as 
their website or other databases, the project was limited to a controller interface and one specific 
web based system. Therefore, the target group for this study was users who in some way had 
been working with these products and had knowledge and experience about them. ToolsTalk 2 
and Power Focus 6000 were the products that had the main focus in this thesis, thus the product 
information of the tools was limited to the ones connected to these specific systems. 

1.5 Report layout 
The second chapter of this report describes previous researches done in the area of contextual 
design, information presentation, knowledge transfer and other areas related to this study. 
Chapter three goes through the work process and explains the methods that were used in the 
study. Chapter four to seven explain the methods that were used as well as the results gathered 
from each method. Chapter eight is an analysis of the results gathered from the study and in 
chapter nine the final solution will be presented in form of design implications and a storyboard. 
The final chapters of this report will be the discussion about the methods used to carry out the 
study as well as their results and the final conclusion of the thesis. 
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2. Theory 
This chapter contains different theories based on the results gathered from previous studies and 
researches made in the same area. Using these theories and concepts will give the reader a 
better understanding of the problem as well as the results, discussion and the conclusion of this 
thesis. These theories will later be compared to the results of the study in order to find out how 
they match with the criteria.  

2.1 Modes of information seeking 
There are not many definitions available for information seeking, but it could be said that 
information seeking is closely attached to the concept of “need” than it is to the notion of 
“information” itself (Case 2012). If we consider information seeking with respect to what a 
human being learns during a lifetime, and not just those moments when a person actively seeks 
for information, we realize several facts. Human beings are able to learn a lot during their 
lifetime and most of this learning comes from social interactions. For most people, information-
learning behavior is a result of absorbing and using the information that comes on their way 
during their daily lives. (Bates 2002) 
 

Figure 1 shows the modes of information seeking, where Directed and Undirected refer to 
whether a person is seeking particular information that can be specified, or is more randomly 
exposing themselves to information. Active and Passive refer to whether a person is doing 
anything in particular to acquire information, or is inactively available to acquire information 
without seeking it out. (Bates 2002)  
 

 

 
 
 
 
 
 
Figure 1. Modes of information seeking. Source (Bates 2002) 
 

 
Awareness is an important part of information gathering. A huge amount of the information we 
know and what we learn is due to being aware, which in figure 1 is shown as passive undirected 
behavior (cell “d”). 
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Monitoring and browsing are complementary to each other, acting in opposite ways. As shown 
in figure 1, monitoring (cell “b”) is passive and directed, while browsing is active and 
undirected. In monitoring, we capture the information that is in our interest, without making an 
active effort to gather it. We might also have some questions in mind and not act to find answers 
to them, but notice when information comes along that it could be relevant to our questions. 
 

Browsing is, as mentioned before, the opposite of monitoring. Here we actively search to find 
information without having any special information need or interest (cell “c” in figure 1). Bates 
defines browsing and being aware in other words as ways of finding information that we do not 
know we need to know. She also defines monitoring and directed searching as ways of finding 
information that we know we need to know.   
 

Directed searching is active attempts to find answers to our questions or improve our 
understanding around a particular topic or area (cell “a” in figure 1). According to Bates, being 
aware gives us 80 percent of all we know, while directed search probably gives us only 1 
percent, with browsing and monitoring giving us the rest.    
 

Throughout human history, most information a person needed was gathered without making 
active efforts to acquire it. For example, if a person would face a problem that needed to be 
solved, that person would ask the others or try to find solutions for that problem on their own 
through experiments. In other words, human being received so much information through the 
environment, the flow of people and events around them, that it became easier to rely on that 
information and expect it to come along, rather than having to make an effort and spend energy 
to find that information through other means. (Bates 2002) 
 

Coming to our modern lives, in the past 200 years the amount of recorded information has been 
growing to an extend that it has raised the need of developing more sophisticated ways of 
enabling access. This means that people who were used to mostly passive ways of finding 
information (through experience, etc.) not only have to search actively for the information, but 
also have to develop skills for searching for that information without any guarantee of finding it. 
This is why many people want to put as little effort as possible into information seeking. It is 
only in moments of emergency or great interest that they begin actively in searching for the 
information they need in order to fulfill their needs. (Bates 2002) 

2.2 Current solutions for information sharing  
Companies use many different ways of sharing information among their employees and for their 
customers. These different ways depend on the industry, their products and of course their 
customers who might have different needs. Some of the most common solutions for information 
sharing are described bellow. 
 

Online documentation 

What many companies do is making traditional user documentation available online, which has 
its positive and negative aspects. From the positive point of view, having the documents 
available online does not require creating help scripts and it is therefore easier to do. On top of 
that, online assistant and user documentation become the same. An example of this is online 
manuals, which could be from one to several pages. The negative aspect of getting help through 
online documentation is that the amount of information could be too high. Experienced users 
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usually look for specific problems and do not want to go through a huge amount of information 
in order to find the solution to their problems. This problem could however be fixed by 
searching though PDF files with a specific keyword. Another negative fact is that when trying 
to search for help, the user has to search in a totally different location and then return back to 
the problem. (Houghton Jr 1984)  
 

Online tutor 

When it comes to learning how to use a new product, the most challenging part for a user is to 
get started. The traditional way of searching for help through documents containing a huge 
amount of information is quite overwhelming and does not make it easier for the user to get 
started. Step-by-step tutorials where the user can practice through each step are however much 
more helpful. More companies are beginning to apply online tutorials for their systems. 
(Houghton Jr 1984)  
 

Printed documents  

As previously mentioned, using online documents has its own disadvantages. One of the 
problems with searching through online search engines is that when users enter the relevant key 
words and phrases related to the specific topic they are searching for, they receive hundreds or 
even thousands of hits. Finding the relevant document does not always become more efficient 
compared to manual information search. Because of these inefficiencies, users still turn to 
traditional printed documents. (Durst & Hunter 2000) 
 

Printed documents are particularly effective for two reasons: It is the most universal method of 
communication and advertising in the modern world and a printed document can serve as a 
persistent reference to be saved and used during an ongoing on-line session. (Durst & Hunter 
2000) 
 

FAQ (Frequently Asked Questions) 

FAQ pages constitute a rich body of knowledge that combines focused questions with ready-
made human generated answers (Jijkoun & de Rijke 2005). Due to the increasing volume of 
data on the Internet and the continuous need for information, question-answering problem has 
become very interesting and received much attention. Companies usually try to anticipate 
typical user questions and answer them in advance. This helps them overcome the costs of 
service centers and call centers. (Moreo et al. 2012) 
 

FAQ pages have their disadvantages just like any other information channel. There are some 
limitations since the user has to manually search for the answers through a list. The longer the 
list is the more time consuming the search becomes, and the shorter the list is the less 
information is available. It is important to find a balance regarding this issue. (Moreo et al. 
2012)  
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2.3 Assistance systems 
Users’ attitudes towards interactive systems have a great impact on their productivity and use of 
the system. One method to make this user experience better and lessen the anxiety for the user is 
to design the system in a way that it always assists the user upon demand. However, this 
assistance should always be accurate, up-to-date, available and responsive to different contexts 
and presented in a reliable and easy way. (Fenchel 1981)  
 

Quality assistance is beneficial to all types of users, experienced users as well as beginners. 
Experienced users can get help while exploring for new features/changes in a system and 
beginners can learn how to work with the system and how to act while receiving possible errors 
or problems. If some users are less enthusiastic about working with the system in general, 
quality assistance could increase their motivation and help them to become more productive. In 
the same way, a poorly designed product could make the users less enthusiastic, more anxious 
and less productive while using the system (Fenchel 1981). According to Fenchel, user supplied 
information must have the following requirements in order to encourage both productive use 
and user acceptance for a computer system. 
 

Constantly Available – Help should be available and accessible at any point when a user 
interacts with the system. This makes the users rely on the system and its assistance. 
 

Accurate/Up-to-date – Inaccurate information or information which is not matching with the 
current implementations of the system has a counterproductive effect on the users. If the users 
receive misleading information they will start losing trust and confidence in the system and they 
will eventually stop trying to get assistance.  
 

Consistent presentation – Apart from consistent availability, assistance should be accessed from 
the same component throughout all parts of an interactive system. The way help is presented 
should be the same throughout all components of a system. This helps the user learn how to get 
assistance and access help information once and then be able to use that knowledge for the 
further need. It is only distracting and useless for the user to have to use several forms to access 
assistance to get help. 
 

Complete – Assistant information should be complete, meaning that all the terms used should be 
described by the system upon user demand. Assistant information should in general be 
structured according to knowledge level of the user. All the functions, parameters, tools etc. 
should be listed and described through some part of the system.    
 

Relative to current context of use – The contents of assistant messages should be in the same 
context as the system use.  If a response is received in the middle of an action, it should change 
the already processed action. It should be possible for the users to get additional help and 
assistance following more requests.   
 

Responsive to user experience and performance – Assistance should be personalized by/to the 
needs of single users or a group of users with different knowledge. The amount of information 
presented by each assistance request on the system should be controllable by the users. The 
system can try to control the type of assistance that a user may prefer based on their previous 
knowledge and experience with the system. Users however must have the possibility to be able 
to control the type of assistance provided and personalize system assumptions about themselves.  
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2.4 Contextual design 
Contextual design is a process that provides any set of techniques, guiding design from 
gathering initial data about what should be made to define the system functions and structure 
that works for the customer. If the goal is to design a front-end design process, the contextual 
design suggests the steps that need to be covered. Some techniques could be added to give more 
emphasis to a step and some other steps could be removed if they are irrelevant to the problem. 
Contextual design can in this way be a guide for creating customer-centered processes. (Beyer 
& Holtzblatt 1997) 
 

The data gathered in this process is very important, as the whole design is dependent on the 
data. At every point of the design it is important to ask for the data that is needed in order to 
decide on one decision over another, and to find the best way to gather that data. To gather 
trustworthy data, a process that shows the unarticulated aspect of work should be used. To make 
this happen, the interactions should happen in the customer’s own work situation, where they 
are experts. Designing from the gathered data is another challenge per se. A clear understanding 
of the customer does not guarantee delivery of a useful design. Design depends on being able to 
see the implications of data and seeing how a customer’s knowledge should affect a design is a 
skill that is still a very new technique for many people. (Beyer & Holtzblatt 1997)     
 

To make customer-centered design practical for real engineering organizations there are several 
considerations that need to be balanced. The process mainly needs techniques for learning about 
the customers and understanding how they work. Since understanding the real work process of 
the customers takes a very long time and leads to a massive amount of data, one approach is to 
narrow down the problem and focus only on some specific issues in the problem area (Beyer & 
Holtzblatt 1997). In this study, the customer-centered design process has been done according to 
these factors.   

2.5 Knowledge transfer 
Knowledge is an important factor, which can help organizations deliver creative and user 
friendly products and services, if it is presented correctly. Knowledge can be divided into two 
categories: Tacit knowledge and explicit knowledge. Tacit knowledge refers to the area of 
subjective, cognitive and experiential learning while explicit knowledge refers to more rational, 
objective and technical knowledge. Explicit knowledge is usually well documented and better 
accessible compared to tacit knowledge, which is known to be harder to express. However, both 
types of knowledge are necessary in order for the job performance to be as effective as possible. 
The purpose of knowledge transfer is to convert tacit knowledge to explicit knowledge and 
distribute it in an effective way. (Gupta et al. 2000)  
 

When it comes to business, knowledge is much more practical and it is hard to define what 
knowledge transfer actually means. The knowledge that is spread around through different 
organizational processes is mostly unrecognized, and finding out who has what knowledge in 
the organization is time consuming and overwhelming. Thus, it is important for companies to 
move towards new organizational models. For global companies, this approach could help them 
have the advantages of a large company combined with the flexibility of a small company. 
(Nonaka et al. 1996)  
 



Theory 
 

8 
 

The knowledge spiral 

According to Nonaka and Takeuchi (Nonaka et al. 1996), organizational knowledge is created 
through a spiral across four models of knowledge conversion. These four models are: 
Socialization, Externalization, Combination and Internalization. 
 

Socialization is a process of using shared experience in order to make common tacit knowledge. 
This requires human interaction at the same space and time and helps a younger generation of 
employees learn from the older generation through observation and practice. To gain more 
mutual trust and a better worldview between the colleagues, there are ways of gathering outside 
of work and discussing about other subjects such as meals or news.   
 

Externalization is a process of converting the tacit knowledge to explicit knowledge. This 
knowledge is often written down as concept or diagrams, using sketches and analogies. 
 

Combination is a process of combining the new explicit knowledge into a general knowledge 
such as manuals for how to use a product or specifications for a prototype. Usually, new 
knowledge should be combined with old explicit knowledge in order to emerge it to something 
tangible.   
 

Internalization is a process of expressing explicit knowledge into tacit knowledge and using it 
as a guide for learning how to do things. “Learning by doing or using” is another way of 
explaining this process. This explicit knowledge could be documented into text, sound or video 
format. Therefore, manuals, engineering case studies and even reflection upon the experience 
are used for internalization. 
 

Nonaka and Takeuchi present a Knowledge Management Architecture (KMA) with three steps. 
It is a three-spiral model, which includes a learning map, identifying the questions that need to 
be answered and which decisions need to be made. It also includes an information map, which 
explains which information the users need and a knowledge map explaining what users actually 
do with specific information. The knowledge map is a representation of the conversion of 
information into knowledge. These three steps will help finding out which IT tools are needed 
and will be effective in order to present this information, thus an information technology map is 
created (Gupta et al. 2000). These steps will later be analyzed with the results gathered from the 
report. Figure 2 explains the flow of the four processes mentioned above. 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 2. Nonaka and Takeuchi model. Source (Nonaka and Takeuchi 1995) 
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3. Work process 
This chapter gives an overview of the methods that were used to carry out the study and how 
they were related to each other. Figure 3 shows the different steps that were taken from the 
beginning until the end of this study. A more detailed description of the methods and how they 
were approached will be presented in the upcoming chapters. 
 

User-centered approach 

Figure 3. An overview of the work process used in this study. 

3.1 A user-centered design approach 
The design approach used in this study is user-centered, which is a way of achieving more 
effective systems compared to technology-centered design. User-centered design challenges 
designers to create an interface according to the user needs and it integrates the information in 
ways that fit the goals, tasks and needs of the users (Endsley 2012). In user-centered design, 
development always starts with the user in focus, taking the abilities and limitations of the 
product into account. (Rubin & Chisnell 2008)  
 

Traditionally, technology-centered approaches have been used for designing systems. The 
problem with this approach was that, as technology developed, more and more information was 
added and users were left with a huge amount of data from which they had to find, sort, 
integrate and process the available information while working in different situations and doing 
different tasks (Endsley 2012). Atlas Copco has been using the traditional approach up until 
now and the users have faced the same problems, which is why a user-centered approach has 
been chosen for this study in order to step by step gather as much information as possible about 
the users and create a solution that will fulfill their needs.  



Work process 
 

10 
 

3.2 State of the art 
The purpose of state of the art is to find out the level of knowledge and development achieved 
in the two main products and the information channels, which are the focus in this thesis. This 
chapter gathers these results together with the results of internal studies done at Atlas Copco to 
give a clear image of the status of product information and the users’ opinions. The results from 
the previous studies have been accessed through unpublished documents made by internal 
employees who had carried out the studies. The results from the state of the art have helped 
generate questions for the individual interview that was done with employees working at the 
product information department. 

3.3 Interviews  
In this study, interviews were one of the first steps, as they were needed in order to achieve a 
better understanding of what sorts of product information was existing at Atlas Copco, how and 
in which format the information was presented and which issues the employees and users 
believed should be solved.     
 

Unstructured interview was the method chosen for carrying out this study. The purpose of 
individual unstructured interviews is that they allow the interviewer to investigate the attitudes, 
beliefs, desires, and experiences of the respondents in order to get a deeper understanding of the 
users and the way things work in specific subjects (Usability.gov, 2013). The interviews helped 
finding out the most important issues from different point of views and the unanswered 
questions were gathered for further discussion during the focus group. 

3.4 Focus group 
The purpose of the focus group is that it explores a few people’s judgments and feelings in great 
depth, and makes it possible to understand what the users think and feel (Rubin & Chisnell 
2008). One focus group was held for this study with the purpose of finding out what type of 
product information was missing in the two main products and which information the users 
needed while using each product. The participants also had to give their opinion about the 
format in which the information was being presented, which changes they would like to make in 
order to improve the quality of the product information and how it could become easier 
accessible. The results from the focus group helped creating tasks for the design workshop. 

3.5 Design workshop 
Unlike focus groups and interviews, design workshops are aimed to create something. What is 
created could be an idea, a design, a name or a concept. Design workshop is a qualitative data 
collection method, which is suitable for finding good starting points for a project. The project 
can start with respect to many aspects that would otherwise be detected at a later stage by using 
experts as a part of the target group. A design workshop should thus be used to produce creative 
results by taking advantage of a mixture of people. The design proposals gathered from the 
design workshop were analyzed and then given to the development team in order to make an 
interactive demo on the ToolsTalk 2 existing interface. 
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3.6 Design implications and storyboard 
A storyboard provides an overview of the steps that the user and the system need to go through 
in order to be able to carry out a task. The storyboard is represented with simple drawings and it 
is created to either get feedback from the users or present ideas to the development team. (Sharp 
et al. 2007) 
 

The design implications gathered from the design workshop were given to the development 
team in form of paper sketches and the development team created an interactive demo of the 
design proposals on the ToolsTalk 2 existing interface. 
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4. State of the art 
As previously mentioned, this thesis will focus on the product information of Power Focus 6000 
and ToolsTalk 2, and the channels where the product information is being presented. To gather 
knowledge about these systems, their product information and the relevant channels, individual 
interviews were done with employees in the product information department at Atlas Copco. In 
addition to that, working with both systems, navigating through their interface and searching 
for product information through different channels helped achieving a better idea of how things 
work and at which level of difficulty the information could be accessed.  

4.1 Product information  
Product information is a combination of different types of information related to a product. This 
information could be technical information, safety information, marketing information etc. The 
main product information at Atlas Copco is divided in the following categories seen in table 1, 
showing which ones are available for external and internal use. External users are Atlas Copco 
customers who use their products in their industry and internal users are Atlas Copco employees 
working in departments such as service center or different types of trainers for the products.   
 

Table 1. Product information categories. 

Product information type Internal External 

Product instructions X X 

Safety information X X 

Service product sheet X  

Service news X  

Support information X  

Release notes X  

Dimensional drawings X X 

 

4.1.1 Product instructions 
Product instructions is a booklet containing all the relevant information of a product. This 
information is divided into categories such as Product information, Installation, Operation, 
Service, Troubleshooting, spare part list and Accessories. Each of these chapters contain 
detailed information for subjects such as safety, warranty, new technical solutions, service 
recommendations, installation proposal, installation and configuration instructions, ergonomics 
guidelines and configuration, preventive maintenance, repair, test after service, exploded views, 
spare parts, service kits, service tools and details about included and optional accessories. 

This information and instructions are gathered in both text and picture format and the document 
is translated into various languages. Product Instructions comes with most products as a printed 
booklet and is also available as a PDF online. 
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4.1.2 Safety information 
Safety information is a booklet containing all the safety information and warnings of a product. 
The information in this document is divided into categories such as Technical data, 
Declarations, Safety and Useful information. Each chapter contains detailed information about 
subjects such as tool data, noise and vibration emission, additional vibration information, 
warnings and instructions, statement of use, signs and stickers, country of origin and warranty. 

This document is translated into 27 languages and comes with every product as a printed 
booklet and is available as a PDF online.  

4.1.3 Service product sheet 
Service product sheet was made after a need from the service department and it is used 
internally by that department. The employees previously had to go through the whole product 
instructions in order to find the service chapter, which was taking a lot of their time, thus they 
wanted a more concrete and easier way to access information only related to service. This 
document contains exploded views of the product, service kits and also all the included and 
optional accessories, which come with the product. Service instructions are also a part of this 
document, followed by instructions on how to test the product.  

4.1.4 Service news (Technical updates) 
Service news, also known as “Technical updates”, is a document containing information about 
the improvements that a specific product could have. This document is only used internally, 
mainly for employees at the customer service. It explains what the problem of the product is, 
what could have caused this problem, some pictures and also tips and instructions about how the 
customer center could make these improvements. Moreover, it also gives a list of the products 
which are affected by this issue, as well as who has written the document.  

4.1.5 Release notes 
An excel file containing the updates that have been done in new releases and the bugs/issues 
that have been solved. This document is only available internally and is accessible through 
Marketing and support portal. 

4.1.6 Support information  
Support information available in the Marketing and support portal, a forum for asking for help. 
This information can be found in forms of answers and comments in different threads made by 
different people. Marketing and support portal is only accessible internally. 

4.1.7 Dimensional drawings 
A PDF file containing dimensional drawings of tools with details about their measurements. 
This information is accessible through Atlas Copco website and other internal databases. 
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4.2 Product information channels 
Product information can be found through different channels at Atlas Copco. These channels are 
used in different contexts. Some cultures are more used to getting help through traditional 
printed booklets or do not have the technology to use Internet or other modern techniques. Other 
cultures however, strive for less time consuming and more efficient ways of working and have a 
higher level of technology and resources to do so. Atlas Copco needs to make product 
information available and accessible for the globe. This means different cultures and languages, 
thus both digital and printed formats. Below is a list of the most important information channels 
followed by a short description and figures of their interfaces. 
 

4.2.1 ServAid 
ServAid is an online catalog containing product information such as product instructions, safety 
information, service product sheet, service news, exploded views, tool accessories, etc. ServAid 
has both internal and external use. Atlas Copco employees can use the internal ServAid through 
intranet, which gives them the full access to all the search options. External users do not have 
access to service tools, service news and test procedure in the search option.  
 

ServAid is one of the most important channels for finding different types of product information 
and most users working in different departments find this system more up-to-date and easier to 
use compared to other existing information channels. Figure 4 shows how the ServAird 
interface looks like when searching for a specific product and its related documents. 
 

 
Figure 4. ServAid interface after searching for a specific product. 

 
 
 
 
 
 
 
 



State of the art 
 

15 
 

4.2.2 Main product catalogue  
Main product catalogue is a yearly printed catalogue containing information about all Atlas 
Copco products and services. This information is presented in text and picture format, as well as 
sketches and exploded views of the products. Figure 5 shows a few pages from the catalogue. 
 

                        
 
Figure 5. Some pages from the Atlas Copco main product catalogue. 
 

4.2.3 Marketing and support portal 
Marketing and support portal is an internal forum for getting help regarding both software and 
hardware problems. Product information could also be found through this database and if users 
are having problems they have the possibility to search through different threads and find out 
answers to their questions regarding troubleshooting. There is a direct link to ServAid in the 
marketing and support portal, which makes it easier and quicker for the users to access other 
product information if needed. Figure 6 shows the interface of the support forum. 
 

 
Figure 6. Marketing and support portal interface, support forum tab. 
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4.2.4 Atlas Copco webpage 
Atlas Copco webpage is the official website of Atlas Copco, containing information about the 
history of Atlas Copco, their services in different countries, how they work in the company, 
how to contact them and even information about their products and how to purchase them. 
Figure 7 shows the interface of the website when searching for products. 
 

 
Figure 7. Atlas Copco webpage interface, products tab. 
 

4.3 Systems 

4.3.1 Power Focus 6000 

As previously mentioned, Power Focus 6000 is a new generation of controllers with a bigger 
touchscreen and the first to introduce software ergonomics to the industry. This controller, 
compared to the previous controller, which could only be connected to one single tool, is a 
multi-tool controller for up to 16 battery tools. It has integrated Bluetooth and Wi-Fi 
communication modules which make it possible to connect wireless tools to it, and it is a 
common controller for both handheld and fixture tools. There are three ways of using Power 
Focus 6000: 

1. Through the controller itself, with the touch screen and the programs inside. 

2. Through a web interface for the controller, a replicator for what is on the controller 
screen. 

3. Through ToolsTalk 2, a software used for adjusting settings on Power Focus 6000. 
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Most of the existing tabs on the Power Focus 6000 interface are serving their purpose, as they 
should. The “help” function however does not have any content yet and the manual is not 
integrated in the system. These are among other improvements that have to be done on the 
product in order to make the user experience better. Figure 8 shows Power Focus 6000 
controller and some examples of the tools that can be connected to it. 

 

 

 

 

 

 

 

Figure 8. Power Focus 6000 and its related tools. 

 

The web interface of the Power Focus 6000 screen is basically the same as the one on the 
controller itself. Users can do all the settings and configuration in the exact same way as they do 
on the controller. Figure 9 shows Power Focus 6000 web interface. 

Figure 9. Power Focus 6000 web interface. 

Power Focus 6000 offers three standard levels of functionality. These three so-called Intelligent 
Application Modules (IAM) are created based on different user needs and they differ in 
functionalities such as trace storage, communication, synchronization etc. These three IAMs are 
called: IAM Line Control, IAM Multi Control and IAM Critical Control where IAM Line 
Control is the one with the most functionalities and IAM Critical Control is the one with the 
least functionalities.  
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4.3.2 ToolsTalk 2 
As previously mentioned, ToolsTalk 2 is a web based software used for adjusting settings on 
controllers such as Power Focus 6000. Users have access to settings or functions such as 
tightening, batch, sources, tool, virtual station, accessories, controller and reports. Every 
modification done through ToolsTalk 2 will be saved in the history and users can view the latest 
events under “Reports”. According to the interviews, the help button, which is currently on top 
right of the interface (see figure 10), does not have any function yet.  

Figure 10. ToolsTalk 2 interface when a controller is connected and the user can modify the settings. 
 
Navigating through ToolsTalk 2 is much easier for the user compared to the Power Focus 6000 
screen due to its higher flexibility and the fact that several controllers can be connected to it at 
the same time. There was no product information available on ToolsTalk 2, so users had to turn 
to other channels in case they needed to find information about the tools or controllers 
connected to the system. Tools Talk 2 had not had an official release yet and only one customer 
had been using the product for approximately a year and a half. Figure 11 shows the interface of 
ToolsTalk 2 when showing a graph of the tightening parameters. 
 

 
Figure 11. ToolsTalk 2 interface, tightening parameters. 
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4.4 Previous studies done at Atlas Copco 
In September 2013, Atlas Copco performed a study about their product information with 
participants from Central Europe, USA and China in three different areas: MVI (Motor Vehicle 
Industry), GI (General Industry) and Service. The methods they used to carry out this study 
were web surveys with approximately 50 questions and phone interviews with 30 selective 
questions based on the web survey. 

4.4.1 Participants 
The following table shows the amount of employees who responded to the web survey in each 
region. 
 
Table 2. Number of users responding to the questionnaire in each region. 

 Central Europe China USA 

Total 93 92 88 

MVI 23 (25%) 48 (52%) 26 (30%) 

GI 45 (48%) 9 (10%) 22 (25%) 

Service 25 (27%) 35 (38%) 40 (45%) 

 
14 interviews were done in total, with employees from two different profiles: Service technician 
and Sales responsible. Table 3 shows how these 14 interviews were divided. 
 
Table 3. Amount of users interviewed in each region. 

 Central Europe China USA 

Total 5 4 5 

MVI 1 1 1 

GI 1 - 1 

Service 3 3 3 

 

4.4.2 Survey Results 
The result of this study was quite interesting and shows that Atlas Copco definitely needs to 
make an improvement in their product information strategy.  
 

Quality of product information and information channels  

Users were asked to give their opinion about how important the quality of the product 
information was and how it could affect the Atlas Copco brand. They were also asked if they 
found the information which was being presented up-to-date and accurate or not and to give 
their opinion regarding the information channels which they used for accessing product 
information. The results of these questions are presented in figure 12, where it is shown that 
most of the users in Central Europe, USA and China believe that the quality of the product 
information could affect the Atlas Copco brand very much.  
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Do you think the quality of our product information affects the Atlas Copco 
brand? 

 
 
 
 
 
 
 
 
 
 

Figure 12. Graph showing users’ opinion about the effect of the product information quality on the Atlas 
Copco brand. 
 
The percentage of users who feel confident about the accuracy and updated versions of product 
information is shown on figure 13. In Central Europe most users do not feel confident about 
that. In USA and China more users have answered that they are confident but there is still a high 
number who said that they were not confident.  
 
Do you feel confident that the product information is always correct and up-to-
date? 

 
Figure 13. Graph showing users’ opinion about how up-to-date the product information is. 
 
 
When the users were asked to rank the quality of the information channels described previously, 
the percentage of users believing that the quality of the channels is excellent were quite low. 
ServAid got the highest rankings, where not many users from Central Europe, USA and China 
had chosen excellent quality. Most of the users from all regions believed that the quality of 
ServAid was good and very few believed that the quality was poor. These results are shown in 
figure 14. 
 

Main Product Catalogue came right after ServAid, where some users from USA, China and only 
few users from Central Europe believed that the quality of this channel was excellent. Most of 
the users from all regions believed that the quality was good and few users believed that the 
quality was poor. 
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Atlas Copco webpage got the lowest rankings of the three channels, where very few users from 
USA, China and Central Europe believed that the quality was excellent. Most of the users 
believed that the quality was good and quite a high amount of users believed that the quality 
was poor. The number of users being unsatisfied with the quality of Atlas Copco webpage is 
much higher compared to the other two channels. 
 
How is the quality of different information channels? 

 
Figure 14. Graph showing users’ opinion about the quality of the information channels at Atlas Copco 

 

Time lost on finding information 

The users were asked to give their opinion about how much time they usually lose on finding 
information and what changes would make them save most time. The results in figure 15 show 
how much time the users believed they lost due to missing information.  

 
How much time do you lose due to missing technical product information? 

 
Figure 15. Users’ estimation of how much time they lost due to missing information. 
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According to figure 16, complete and up-to-date information and easier ways of finding 
information are the two most important factors which could help users save most time when 
looking for product information. Common structure and terminology comes right after these two 
factors since Atlas Copco lacks in having a database for common terminology for each 
language. This can confuse the users from time to time when different words or phrases are 
being used for the same thing and they are not sure what it is referring to. In Central Europe and 
China the users also wanted to have the information translated into their local language, which 
of course had a lower percentage in USA since the official language is English. Users believed 
that they lost between 1-5 hours looking for missing product information, which is too much.  
 
What changes would save you most time? 

 
Figure 16. Graph showing which changes would save most time for the users. 
 

Respondents' preferences on how to present product information  

In this part of the survey, the respondents had to choose the three most important alternatives for 
each question, ranking from the most important to the least important. Figure 17 shows that 
printed version and web-based version of information have been chosen as the most important 
ways of providing product information while computer presentations and smartphones/tablets 
have been chosen as the least important in the same category.  

 

 
Figure 17. Graph showing users’ prefrences on how to prodvide product information. 
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Instructions with text and pictures were ranked as the most important way to receive product 
manuals, followed by interactive exploaded views and 2D exploaded views. Instructions only 
with text and instructions only with pictures were ranked as the least important in the same 
category. Figure 18 shows exactly how important each product manual information was ranked.  
 

 
Figure 18. Graph showing users’ prefrences on the product information format. 
 
Figure 19 shows the improvments that the respondents believed had to be done in order to adapt 
to the local market. Having more translations, more pictures, more technical data and more 
system information were the most important points according to the respondents. 
 

 
Figure 19. Graph showing the imporvments that the respondendts believed had to be done. 
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4.4.3 Interview Results 
There were several comments and suggestions regarding improvement of the product 
information during the interviews. Most users were inunimous in what was missing and what 
they wanted to be improved.  
 

Some users believed that animations showing assembling/disassembling and safety instructions 
of a tool could help users learn how a tool works in order to have a better troubleshooting view 
and have better understanding of safety instructions instead of too much text.  
 

Non-English speaking users believed that having to turn pages to find the proper language took 
a lot of their time and they wanted the unused languages to be removed. They also believed that 
putting the name of the parts according to the language of the product information could save 
some time. 
 

Users would like to have all information in one source with the possibility to switch between 
catalogue, drawings, technical data and ServAid for detailed information. Centrally located info 
could significantly help them speed up their work. 

4.5 Summary 
A significant part of information about how other users and customers felt about product 
information was gathered by going through previous internal studies and the fact that the study 
was done recently made it more reliable. The results from the study made it easier to prepare 
questions for the interviews since some important problems were already mentioned and 
brought up regarding the product information, the information channels and other related 
matters. Moreover, recommendations about which person to talk to regarding different topics 
helped gathering the right information. The following points were among those that were 
chosen to discuss about during the interviews: 
 

• Which software is used in Power Focus 6000 and how is that software customized? 
• How many customers have used Power Focus 6000 and have they left any feedback? 
• How many customers have used ToolsTalk 2 and have they left any feedback? 
• What is the future vision for ToolsTalk 2? What changes are planned to happen?  
• How can the quality of the product information channels be improved? 
• What are tool specific accessories and which products do they come with? 
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5. Interviews 
In this chapter the theory behind interviews will be presented as well as how the interviews in 
this thesis were approached. Finally, the results of the interviews will be presented as well as a 
summary of the results, which will be taken to the next step of the study.  

5.1 Method theory 
There are four main types of interviews that are used specifically as research methods. These 
four interviews are: Structured interview, unstructured interview, non-directive interview and 
focused interview. (Cohen et al. 2000)  
 

Structured interview is the one where the content and the questions of the interview are prepared 
in advance. This gives the interviewer very little freedom to make modifications. 
 

Unstructured interview is unlike structured interview, done in a situation where the interviewer 
has more freedom and flexibility. In this case, the content and structure is entirely in the hands 
of the interviewer.     
 

Non-directive interview originates from the sufficient and balanced interview. Here the control 
from the interviewer is minimal and the respondent has a great freedom in expressing his/her 
subjective feelings as much as wanted. In this way the respondent feels more encouraged to 
discuss about the topic and feels free to guide the interview. 
 

Focused interview came from the need of having more control from the interviewer in the non-
directive situation. This type of interview focuses on the subjective responses of the respondent 
regarding a specific situation, which he/she has been involved in and the interviewer has been 
researching about in advance. In this way the interviewer has the possibility to compare the 
answers to the previous hypothesis gathered from the research.    
 

After deciding which type of interview is suitable for the study, the next step will be setting up 
the interview. If the interviewer is in charge of research then the interviewer will select the 
respondents. However, if another agent is in charge of the interview, then the interviewer will 
most probably be given a list of people to contact for the interview. 
 

The interviewer needs to inform the respondents about the content and the purpose of the 
interview in an honest way, and make every effort for the respondent to feel comfortable. The 
structure of the interview needs to be explained as well as the way the responses will be 
recorded. The interviewer needs to ask the respondents for permission when recording the 
responses. During the interview, the personal opinion and thoughts of the interviewer should not 
be revealed and the interviewer should not be judgmental. It is important for the interviewer to 
steer the interview so that the respondent stays close to the point. (Cohen et al. 2000)  
 

An interview is a social interactive meeting, which means that there are some factors that can 
influence the result of an interview. One of these factors is if the interviewer or the respondent 
is doing the interview in a language that is not their native language. Another factor is cultural 
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differences. Thus the interviewer needs to have a great understanding of the respondent’s 
situation and be sensitive to how the interview should be carried out so that the respondent feels 
comfortable. (Miltiades 2008)  
 

The interviewer is also responsible for the dynamics of the interview. This means, knowing how 
to keep the conversation going, how to keep the respondents motivated and how to make them 
feel free about expressing their feelings and opinions. In order to achieve useful results from the 
interview, the interviewer needs to make clear what he/she wishes to find out, ask appropriate 
questions which will lead to useful data, give relevant feedback and sometimes even keep silent. 
(Cohen et al. 2000)  

5.2 Selection 
The target group for the interviews consisted of experts mostly from the product information 
department, containing responsible persons for different areas such as: 

• Product manager for Power Focus 6000 and ToolsTalk 2 – The product manager was 
the person in charge of the product and its marketing  

• Responsible person for safety information – This person was in charge of the content of 
the safety information in different products 

• Responsible person for tool specific accessories – This person was in charge of the 
content of the product information for different accessories 

• Technical communicator – This person was in charge of writing the content of different 
product information documents such as product instructions or manuals for the products 

• Master trainers for Power Focus 6000 and ToolsTalk 2 – Master trainers are the ones 
who train the local trainers how to install and work with specific products 
 

Nine interviews were done in total, seven respondents were working in Sweden and two of them 
were working abroad. 

5.3 Approach 
Most of the employees from the target group were working at Atlas Copco in Stockholm, which 
made it easy for scheduling meetings. Seven interviews were done face to face with employees 
working in Stockholm. One interview was done through videoconference and another one 
through telephone, both with the two Master trainers who were working abroad. The 
respondents were informed about the purpose of the interview and some main questions were 
prepared in advance in order to get the most important information needed. Each interview was 
maximum one hour long. 
 

During the interviews, the respondents were asked to explain what they did and how they did it, 
as well as specific questions depending on the area that they were working in. Some of them 
had prepared some extra material such as presentations and documents containing relevant 
information, which was really helpful for the study. Respondents also had the freedom to 
choose the place where they wanted to have the interview, which helped them feel more 
comfortable and more familiar with their environment. The language used to carry out the face-
to-face interviews was Swedish, which was the mother tongue of all employees and all the 
interviews were recorded with a phone. As mentioned before, one interview was done through 
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videoconference and another one through telephone. The language used to have these two 
interviews was English.  
 

After the interviews, each of them were transcribed, documented, organized by relevant 
categories and analyzed. Some of the results were only about different type of existing product 
information at Atlas Copco and the rest were mostly about the issues that the users were having 
with finding the correct information through different channels. The most important points from 
the interviews were then taken to the focus group for further discussion. 

5.4 Result 
Most of the interviews were done in order to find out which type of product information was 
being used and to find out how this information was accessible. In one of the interviews, 
different channels from which users could have access to information were presented, as well as 
some product information documents made for different types of products. Some important 
details such as which channels were internal and which ones were open for external users were 
mentioned and discussed about. These channels and product information descriptions were 
previously mentioned in sections 4.2 and 4.3.  
 

Safety and Tools specific accessories 

Two separate interviews focused on safety information and tool specific accessories. According 
to EU law, safety information in form of a booklet always has to come with the product. This 
document is translated into 27 languages and it is also available online through ServAid. Some 
tools have some tags or stickers attached to them with warnings, which could be important 
while using the product.  
 

Tools specific accessories are accessories that are linked to a product. These accessories are 
divided into the following categories: 

• Included accessories – Accessories that are included in the box but not mounted on the 
tool 

• Optional accessories – Accessories that fit to the tool and are orderable, but they do not 
automatically come with the product. 

• Spare parts – Accessories that are mounted on the tool when delivered 

Information about the included accessories of the tools are the most important to have since they 
automatically come with the product. This information was presented through texts and 
pictures. These pictures could be either CAD pictures or real photos. Not all products had 
pictures yet, but the goal was to provide pictures for all the products in the future. The 
responsible person for tool specific accessories believed that it was a good fact that most of the 
information needed was available. However, the accessibility of the information was not that 
good. It was quite difficult to search for product information through ServAid and searching 
through Atlas Copco webpage was not that effective either. The pictures were quite small and it 
was not possible to click on them in order to view a larger and clearer image. 
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Power Focus 6000 and ToolsTalk 2 

As previously mentioned, Power Focus 6000 and ToolsTalk 2 were the main products in focus 
in this thesis. Therefore, two interviews were done with the product manager of each of these 
products. During these interviews the three different levels of software for Power Focus 6000 
were presented. IAM Line Control is the highest one with most functions and information, IAM 
Multi Control is in the middle and IAM Critical Control has the least functions and information 
compared to the other two. The vision for the future is to have a single software with the 
possibility to buy and add different functions for the same software, a similar concept to the 
Apple Store. 
 

The respondent was asked to name the points that were currently missing in the controller, and 
he mentioned the following: 

• The manual integrated in the controller. 

• Information about reserve parts, how to contact the sellers or the service department and 
also how to get information about marketing material and dimensional drawings. 

• Help in case of errors. Currently they only receive an error but then they have to check 
in the manuals or product information booklet in order to find out what to do to fix the 
problem. They should be able to fix the problem much easier and faster by getting 
direct help from the controller screen telling them what the error is referring to, what to 
do, who to contact etc. 

The manual was going to be integrated in the controller but the process was still in the 
beginning. A lot of customers want to have the manual in the controller and a lot of them want 
to have an easier way to get information about the reserve parts and how to purchase them. 
Product information is also something that the customers would like to have in the controller. 
 

The product manager for ToolsTalk 2 had only been manager for that product for two months, 
which meant that he was quite new in working with the product. ToolsTalk 2 had not officially 
been released yet and only one customer had been working with the product for slightly over a 
year. The first release of ToolsTalk 2 was going to happen in September 2014. Other interviews 
were done about ToolsTalk 2 with the project manager and product tester, however all of them 
were new in the project and it was hard to gather more information about the product since it 
was not complete yet. The fact that only one customer had been using the product made it 
difficult to know about the positive and negative sides of the product and no documented 
feedback had been gathered from that customer.  
 

Interview with Master trainers 

Two interviews were done with Master trainers for Power Focus 6000 and ToolsTalk 2 where 
they were asked for instance to describe what kind of information they needed as Master 
trainers, where they found the information, how difficult it was to find the information and if the 
information found was up-to-date or not. They mostly needed information about the installation, 
programing and how to do the services for the tools. Normally all the information about the 
configuration of the tool was available in the manual, but the information that they cannot find 
there was available in different places.  
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Currently more and more information is being available in the marketing and support database 
compared to before when users had to call or send an email to the customer center if they 
needed help. Around two years ago they had a meeting in Stockholm regarding how to get 
access to information and after that more information became available on the marketing and 
support database. Moreover, they have a person to contact in case of help, but this person is not 
always the same. They change positions all the time and this means that they need to contact 
different persons every time they need help, which is confusing and time consuming. 
 

Master trainers believed that the information was outdated. According to them, all the 
information was not being reviewed every year to make sure that it was up-to-date. Besides not 
having up-to-date information, some information was being lost in the new Marketing and 
support database, for example the Exchange system. Let us say they want to repair an old motor 
instead of buying a brand new motor (cheaper for the customer). In that case, it was not possible 
to find information about how to fix the old motor on the new website. This information was 
still available on the old Marketing and support database but the Master trainers would like to 
have all information available in the new database as well. Old software information was also 
missing in the new database. 
 

According to the Master trainers, too much time was spent finding information that they needed. 
They did not find it easy and they needed to look into many different places and in some cases 
even send an email in order to find the information.  
 

Knowledge database  

The Knowledge database, which is a database containing videos and tutorials of how to use and 
assemble products, was presented during the interview with one of the Master trainers. These 
videos were not available anywhere else. Master trainer for Power Focus 6000 believed that all 
the trainers needed to use the Knowledge database, but it was hard to find the time to do so. 
These videos could be very useful in different workshops where all the users have their products 
and one computer next to them. What they do during these trainings is that they go to ServAid 
and find out about the product information, but they do not have access to the videos, while it 
should be very easy to just be able to access the Knowledge database through a link. Therefore 
he would like Knowledge database to be more used and easier accessible. The other Master 
trainer however did not use Knowledge database and did not feel the need to use it as much as 
the first Master trainer. 

5.5 Summary 
The interviews were very helpful and it was necessary to have them with the employees 
working with product information every day. Every employee had his/her own point of view for 
what the issues with product information were and how they could be improved. Different 
employees had also different needs and their own preferences when it came to how they should 
be able to access product information and how they would like the information to be presented. 
After analyzing the results, the following questions where among the ones that were chosen to 
discuss about during the focus group:  
 

• What does product information represent to the users from different backgrounds? 
• When and in which situations is product information usually needed?  
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• Where should product information be available from? Are ServAid and Marketing 
portal good enough or do the users prefer to have one single place gathering all the 
product information? 

• Which negative consequences do the users believe having outdated product information 
could have on the users/customers and how could that be improved? 

• How can Atlas Copco be better in receiving feedback from the customers and using 
their feedback in order to make improvements? 
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6. Focus Group 
In this chapter the theory behind focus group will be presented as well as how the focus group 
in this thesis was approached. Finally, the results of the focus group will be presented as well as 
a summary of the results, which will be taken to the next step of the study.  

6.1 Method theory 
Focus group is another type of interview method where the focus instead is to conduct 
interviews in a group (Sharp et al. 2007). This method is very common in marketing, political 
campaigns and social science research. Focus groups usually operate more successfully if the 
participants are relative strangers rather than friends. Usually a focus group consist out of six to 
ten participants, an experienced moderator who can steer the discussion and keep track of the 
agenda, and observers who record what happens during the event.  
 

While focus group is a very useful method for gathering users’ opinions and feelings about a 
specific subject, it also has its disadvantages as a method. The data that is gathered from a focus 
group is qualitative data, which may be difficult to analyze. As this is a group activity, the result 
usually becomes a group's opinion and this is a major drawback. The group dynamic could lead 
to non-participation by some members and more power from others, which could cause that 
important information from the minority or the quieter part of the group does not come up at all. 
This could lead to missing the point with using this particular method, which is collecting large 
amount of qualitative data through group dynamics (Cooper et al. 2007). Due to this problem, 
focus groups require competent facilitation and management by the researchers. (Cohen et al. 
2000) 
 

Before the focus group is held it is important to prepare the questions or tasks that are going to 
be used, as well as ways to gather all the data through recording or taking notes from the event. 
(Cohen et al. 2000) 

6.2 Selection 
The target groups for the focus group were users and employees from different departments 
who were in some way using Power Focus 6000 and ToolsTalk 2. Four persons were able to 
participate, three of them from Sweden and one from Spain who joined the focus group through 
videoconference. There were two technical communicators, one person from market support 
and one Master trainer who participated.  

6.3 Approach 
Before the focus group was held, the material gathered from the interviews and previous studies 
were reviewed and the questions were made based on those results (see appendix C for the 
questions). The main subjects discussed about were regarding the meaning of product 
information, which format they would like different types of product information to be 
presented in, where they want to find all the product information, how product information 
should stay up-to-date and how feedback should be handled in a better way.  
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The focus group took two hours in total with a short coffee break and was held in a conference 
room at Atlas Copco in Stockholm. As previously mentioned, one of the participants joined the 
focus group through videoconference from Spain. Setting up the videoconference took a bit 
longer time than expected due to a technical problem with the sound, which was finally solved. 
The language used in the focus group was English and the group dynamic was good. The 
participants knew each other from before as they all had been working at Atlas Copco for some 
years and had met each other in different occasions.  The sound during the whole focus group 
was recorded with a computer and notes were taken as well.  
 

After the focus group, the results were transcribed and analyzed with help from an assistant who 
was present during the focus group. The three most important areas that had been discussed 
about were chosen to take further to the design workshop. 

6.4 Result 
The first question asked in the focus group was “what does product information represent to 
you?” and the participants were more or less unanimous of what it was referring to. One of 
them, who worked in the product information department, mentioned that product information 
had different meanings in the Atlas Copco world. It was a vague description that they used all 
the time, but it had different meanings for people working in different departments. He 
explained that product information to him was very technical, while for the master trainer it 
referred to the first and basic information that was found in a product, not the detailed 
information. The Master trainer believed that on one side they had the product instructions, the 
security aspect etc. and on the other side they had the manual, but something was missing in the 
middle, and that was how to work with the product, for example how to use each feature. He 
believed that in the product instructions there should be a page containing more information 
about how to use the product and references to other places for all the documentation related to 
the product. Another participant also believed that product information was the very basic 
information needed to know about the product, how to install it etc. Information needed to know 
before starting to use the product.  
 

Product information in hardware versus software 

Participants were asked to discuss about which type of product information they would like to 
have in Power Focus 6000, which is a hardware, and ToolsTalk 2, which is a software. For 
Power Focus 6000 they wanted basic information for the person who would unpack and install 
the product, not how to use it. It is also very important to give the information about which IP to 
use in Power Focus 6000, even in the product instructions. Currently, product instructions is 
containing some information about how to install the product but not all the information needed. 
The screen of Power Focus 6000 is a bit small for being totally flexible, but it is important to 
make sure that the users do not have to make too many clicks before finding the answer to their 
questions.  
 

For ToolsTalk 2 they wanted system requirements and similar basic information. They also 
wanted a digital manual for ToolsTalk 2 and the possibility to be able to open the manual 
directly when there was a problem. One interesting idea was having question marks with 
specific information for a function, but they did not want to have pop-ups while using the 
system. One of the users believed that it would be really appreciated to easily get into the right 
chapter when looking for help through a simple link. If he still could not find the solution, then 
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it could be useful to have a search option. He believed that there was no real difference between 
how an experienced user would work compared to a new user, this was the way he would search 
for help no matter if he knew the system or not. 
 

When it comes to software, one important aspect to pay attention to is having information 
regarding the environment of the software (operating systems). For example having the firewall 
on could cause some problems etc. Currently there is only information about the environment of 
the hardware and warnings for what to do and what to be aware of, but there are no warnings or 
no information regarding the software environment, which causes lots of problems with 
windows 7 for example. 
 

Support and service  

One fact mentioned was that, no matter what, when there was a problem the users would always 
call the service center first, but sometimes even the service person did not know how to solve 
the problem. Usually they first call and then they try to solve the problem by themselves. In case 
of a line breakdown, the first thing they do is to call service, in order to have done the right 
thing. As explained by one of the participants “Nobody wants to be blamed for trying to solve 
the problem on their own instead of calling the service center”. Atlas Copco service and 
maintenance is very strong and that is why the customers contact them mainly when they need 
them. The best would be if the service technician could directly tell the customer where to look, 
for example page nr. 124, so that the problem could be solved faster. One of the participants 
believed that small issues could be solved by users themselves, but bigger problems could be 
solved by the technicians, while others believed that service technicians were the real target 
group for knowing where to find the answers and being able to quickly guide the customers 
when they call for help. The most important point that they all were unanimous about was to 
have enough information and material to train the service technicians.  
 

Information format and presentation 

When the participants were asked about which other formats they would like to have the 
information presented in, different ideas were brainstormed and discussed about. One popular 
idea was a setup guide, just like when you buy a new phone and you are installing it for the first 
time, which tells the users what to do, what to connect etc. Power Focus 6000 has a big screen 
and a speaker inside so there are possibilities for many interactive tutorials and animations. 
Animations could be very useful especially when using a product for the first time. These 
animations could also be used as training materials for the Master trainers or service 
technicians. Animations were preferred to video tutorials since they were easier to make and 
could be used in other occasions or for other purposes.  
 

For ToolsTalk 2 there are fewer limitations with the screen, memory etc. so there is more 
flexibility regarding the things that could be done. Video tutorials for how to use the software 
could be very useful for small issues since the user could in a few seconds understand what to 
do instead of having to read many pages to do the same thing. However, if the problems were 
trickier with many steps, then text would be a more useful option. Both video tutorials and text 
material could be useful when looking for how to solve a problem. One of the participants 
mentioned the parameter of the view and explained that currently if they are searching for a 
solution they need to open window by window to check where the answer is, which is very time 
consuming and unproductive. What could be better instead would be to have a main window 
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and get an overall view of the system so that they could much easier be able to find the chapter 
they are looking for. 
 

All participants preferred to have one single place from where they could have access to all the 
information and be able to search through the same place. Marketing and support portal was 
only available for internal users, even though it contained much information that could be public 
and shared with the external users. Atlas Copco webpage contained too many products and 
searching for information there took at least 20 minutes. An interesting idea was to have some 
sort of a social network where each person could have his/her own profile where they could 
login with only one username and password instead of having to login to different pages with a 
different username and password for each of them. From this social network profile they could 
have access to their own preferred/favorite pages, links or files and even the possibility to 
interact with other employees all around the world. Since the users are both internal and 
external, this social network could be available for both sides but with different views and 
features.  
 

Outdated internal product information 

One of the big problems was having outdated product information and the participants were 
asked to give suggestions about how to improve that. The Master trainer discussed about the 
release notes that usually come with the new releases. The problem was that these notes did not 
mention the difference between the previous versions of the product and the new ones. Having 
an excel file with all the release numbers and their features etc. would be very useful. The 
release notes are only used internally because Atlas Copco is very private when it comes to 
showing what sorts of issues their products have had, and that is why they do not always 
mention all the bugs that have been fixed. Currently there is no common list containing all the 
releases that have been done. Each release is individual and it is hard to be able to compare it 
with previous versions.  
 

How to receive feedback in a better way 

Another issue mentioned was that they needed to have a better reporting system for errors and 
issues. Currently the only way is to call the customer center, but having easier ways of reporting 
errors could make it easier for the users to send feedback and for the technicians to solve their 
problems. The participants believed however that the problem was more how to handle the 
feedback that was given and what to do about it rather than how to receive it. Currently there is 
not much that is being done when feedback is given and this could make the customers 
demotivated when it comes to giving more feedback since nothing is being done about it. 
Having better and easier ways of giving feedback could be a good way of gathering and 
organizing the feedback more frequently and this could also make it easier to get in contact with 
the customer center. Currently it is not easy to know where to call and in the scenario where the 
local customer center cannot help, they have to contact the customer center in Stockholm. There 
were ideas about having some sort of surveys to send feedback but some participants believed 
that there needs to be a filter for the feedback that is given. Two of the participants believed that 
if all types of questions came to the customer center it would become very messy and it would 
be better if they call them instead and then the person answering the call takes the issue to other 
levels. They basically were satisfied with how it was done today.  
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Dream scenario 

In the end of the focus group the participants were asked to imagine a dream scenario where 
they could wish for whatever they wanted without any limitations. Which type of product 
information would they like to have, in which format and how did they wish for this information 
to be presented? One of the participants answered directly that the dream would be not to have 
(need) any information at all. The product should be intuitive enough for the users not to need 
documents or extra information in order to be able to use it. Currently there are many different 
platforms for finding information, but many users do not even know where to look when they 
are searching for information. Having all these platforms connected to each other in some way 
and easily accessible could be very useful. All the information should be searchable. Currently 
it is not even possible to search through the PDFs in ServAid, which makes it very difficult to 
find what they are looking for. 
 

One participant mentioned that while using ToolsTalk 2 it is very useful to be able to access all 
the information related to the tools or controllers connected to the system and to be able to send 
feedback directly from the same channel. This would be very useful both internally and also for 
the customers. Another point he mentioned was that when they receive an error (for example 
error number 463756) there is no way of knowing why this error is happening or what it is 
related to and it is very difficult to find out how to solve it. Having some way of understanding 
what the problem is could make it easier. For example, users could know that errors starting 
with number three are related to wrong data entered and errors starting with number five are 
related to a technical problem. 

6.5 Summary 
The focus group was a great way of having a discussion between the participants and for them 
to understand the point of view of one another. Each participant was from a different 
department and responsible for a specific task, which helped the discussion become more 
dynamic. After analyzing the results there were some main issues that were chosen to discuss 
about during the design workshop. These main areas were the following: 
 

• Product information format and presentation on ToolsTalk 2 
• Interactive and easier help for Power Focus 6000 and ToolsTalk 2 
• More direct and interactive support system 
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7. Design workshop 
In this chapter the theory behind design workshop will be presented as well as how the design 
workshop in this thesis was approached. Finally, the results of the workshop will be presented 
as well as a summary of the results, which was given to the development team in form of design 
implications and proposals.  

7.1 Method theory 
Design workshop allows users to become an active part of the creative development of a 
product by interacting directly with design and research teams. Through design workshop, users 
can bring different points of view with their experiences that inform design and innovation 
directions. (Naranjo-Bock, 2012)  
 

This method can be used in all stages of a project, but it is best suited in the first parts of a 
project or during the implementation or development phase. A design workshop should be 
conducted with parts of the target group or experts in the subject. It could also give better results 
if people with different backgrounds are combined together. (Muller 2003) 
 

During the workshop, the participants gather in a situation in which they plan a sequence of 
different stages. Through a design workshop, the participants will partly build on their ideas 
with a wider perspective, but also critically evaluate their own and other group members' work. 
This will then produce tangible results often in the form of for example sketches and prototypes.  

7.2 Selection 
The target group for the design workshop was similar to the one from the focus group with the 
difference that having some experts from the design and user experience department who have 
more knowledge about the design of the product was important. The persons contacted for the 
workshop were not the same as the ones who were contacted for the focus group. The reason for 
this was partly that it was better to have different people in order to get different opinions and 
different point of views. Another reason was that asking the same people to participate in two 
events and give five hours of their work was not easy and realistic at Atlas Copco. Finally only 
five persons were able to join the workshop. There was one technical communicator, product 
manager for ToolsTalk 2, one person from international marketing, one person in charge of 
animations and one software designer.  

7.3 Approach    
After the focus group the results were discussed together with my supervisor and three main 
areas were chosen to focus on during the design workshop. These three areas were the ones that 
seemed to present the most critical problems and the ones that the users wanted to change the 
most. According to these three areas the design workshop was divided into three parts: Product 
information format and presentation on ToolsTalk 2, interactive and easier help for Power 
Focus 6000 and ToolsTalk 2 and more direct and interactive support system.  
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Based on these areas the following tasks were delegated into three sessions:  
1. Creating a design for presenting product information about the tools connected to 

ToolsTalk 2 and choosing the format of the information (text, picture, animation, video, 
etc.). This information should be accessible through ToolsTalk 2 in an interactive way.  

2. Creating a better and more interactive help function for Power Focus 6000 and 
ToolsTalk 2 and brainstorming about how to get quick help where it is needed.  

3. Creating a more direct and interactive support system and brainstorming about how to 
easily send feedback and get in contact with the customer center. 

Participants were divided into two groups. One group had three members and the other group 
had two members. However, one of the participants had to leave in the middle of the workshop. 
Thus there were two groups of two members left for the rest of the time. For each session they 
had 45 minutes to discuss, brainstorm and prepare their designs/solutions. The workshop started 
with a short presentation of the thesis and the purpose of the workshop. After that a short 
presentation of different types of product information was given and then the participants started 
part one. Part one and two were quite related to each other, which made the participants 
unintentionally brainstorm about both parts at the same time. They were told that the focus in 
part one was on the information and the format but that they were free to combine both parts as 
long as they cover both aspects. During the design workshop there was one Power Focus 6000 
controller available for the participants in case they needed to interact with the interface. There 
were also three computers available for the participants to use ToolsTalk 2 and ServAid and to 
view any other channel or product information that they needed to.  
 

The participants were provided with two sheets containing the product information that was 
available with a description of each type of information (see appendix F). They were also 
provided with papers, post-its and pens/markers with different colors in order to make their 
designs (see figure 20). The conference room where the design workshop was held had a big 
whiteboard where each team could present their design/solutions. One representative from each 
group went to the front and presented the results of their group for the rest of the participants, 
using the whiteboard to draw their designs. The workshop took three hours in total with a small 
break, and the whole workshop was videotaped with a camera. The language used in the 
workshop was Swedish since there were no participants joining from abroad. 

 
Figure 20. Participants discussing during the workshop and working with the distributed material.                                                                                
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7.4 Result 
The fact that the participants were from different backgrounds and had different knowledge, 
made the discussions very interesting and efficient since they were seeing things from different 
perspectives and had different experiences with the products. They were from time to time 
interacting with the controller and the interface available on the computer. 
 

Part 1 & 2 - Presenting product information on ToolsTalk 2 and creating a better 
and more interactive help 

Since part one and two were combined, after almost one and a half hours the participants had to 
present their solutions for both parts. They were using the whiteboard to present what they had 
come up with. The first group started presenting by explaining that ToolsTalk 2 is supposed to 
be a smart system. It should automatically understand which tools are connected to it and gather 
all the information about those connected tools. In addition to that, there should also be the 
possibility for the users to manually add the tools they want to have the information about. 
Some tools are wireless and work with batteries and they could get disconnected in case the 
battery is low. Therefore, it is very important for the information to still be able to appear on the 
system. 
 

They divided the system into different categories such as software, tools, accessories, 
controller, cables, etc. and said that under each category there should be information related to 
the products that fit there. For example if ToolsTalk 2 was going to be used as the software, 
then there should be safety information, manual, service, release notes and other related 
information about each tool connected to ToolsTalk 2. They wanted to have an easy way to be 
able to navigate through all these categories in a system and to easily be able to access them 
using this overview. 
 

Regarding the format of the information, 
they believed that animation could be a 
good solution regarding for example 
service instructions and assembly of 
tools. When it comes to software like 
ToolsTalk 2, they believed that recording 
what you do was a very useful way of 
making instructions. The developers 
could easily record what they were doing 
while making specific settings on the 
software and record all the steps. This 
could be used the next time they want to 
do the same settings, both by them and 
even as instructions for other users who 
want to use the product. Figure 21 shows 
sketches done by the first group showing 
how the overview tab should look like. 
                                                                                                          
                                                                                  Figure 21. First group’s sketch of the “overview” tab.  
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For part two, how to get a more interactive help system, they had the idea of having a window, 
which shows the error type and more information about how to solve it, when the error pops up. 
They had not made a design for it, which was actually the case for both groups. Even though 
they were told to make a design, they mostly came up with ideas and wrote them down. While 
they were presenting they drew their ideas on the white board but no concrete design was given. 
 

The second group had focused more on part two, the interactive help on ToolsTalk 2. They 
thought that help could be somehow hidden in the interface, meaning that if it was needed it 
would always be available, for example through a mouse hover over a question mark or holding 
a button for more than three seconds on the controller. Another idea was to have the PDFs of 
product instructions and safety information and a link to the Marketing and support portal 
available directly under “Tool” button on ToolsTalk 2 for each specific tool. The link for the 
support will take the user to the support page for that specific product.    
 

Just like in the focus group, this group also had the idea of having a welcome guide when 
starting to use the product. This guide could be made with pictures which would make it easier 
for the users to understand what they have to do and guide them through the setup by asking 
questions such as “Have you entered the IP address?” or “What do you want to name your 
controller?” etc. When a tool is connected, there could be a small window pupping up 
containing a small text with one link to help and one link to the startup guide or additional 
necessary information. Figure 22 shows a sketch done by the second group and their ideas for 
having an interactive help function. 
 

 
Figure 22. Second group’s sketch showing where the additional tool information should be as well as 
other help features. 
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Part 3 - Creating a more direct and interactive support system 

In this part the participants had to brainstorm about ideas of having faster and more interactive 
support systems where the users could much easier send feedback and also get in contact with 
the customer center when they need help. One of the tasks was also to give better information 
about who to contact in case of problems. 
 

In this part there were four participants left in total and this made them discuss together instead 
of being divided into two groups. They came up with interesting ideas but they did not make 
any design for how the support should look like as they found it a bit difficult to draw sketches 
for different platforms. They started talking about the Marketing and support portal and the fact 
that it is a very useful database but it is only available for internal use. One of the participants 
mentioned that she would be very interested in receiving feedback regarding the design of the 
product and the usability of it so that she could improve her work, so she found it important to 
easily be able to receive feedback from the users. There are issues that occur more often for 
different users and it would be a good idea to create a place for each product, hardware or 
software, describing the most common questions and the answers to those questions, something 
like FAQ.  
 

One problem today is that there is no good information about where/who to call when users 
need to contact the customer center. For each country there should be a local customer center to 
contact and this information should be clear for the users. It would be good to be able to have a 
form where users could write about their problem by easily choosing for which type of product 
the problem has occurred and under which category it goes. In this way the form would be 
already filtered and sent to the right department. Each customer should be able to access all the 
cases that they have had and be able to check those cases whenever they want to. The support 
could be accessible through many places, for example directly from the ToolsTalk 2 interface or 
from the website and even under each product category with a direct link to the support for that 
specific product.  

7.5 Summary 
The purpose of having the design workshop was for the participants to come up with design 
proposals for the three most important issues regarding product information for the two main 
products in this thesis. Even though the number of the participants was not as large as desired, 
they had covered all the areas and had come up with interesting ideas and sketches.  
 

After the workshop, the design proposals were analyzed and a final design proposal was given 
to the development department in order to make a demo on ToolsTalk 2. The design proposals 
that were chosen are the following: 
 

• Interactive help in ToolsTalk 2 interface, containing different tabs with a configuration 
guide, instructions and tutorials, FAQ, support and feedback. By clicking on each tab 
the users will have access to the full page with relevant information, related links to 
other pages or videos and useful functions such as forms for reporting errors or sending 
feedback. 
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• An overview tab will be added to the ToolsTalk 2 interface. This will make it possible 
for the users to have a broad view of all the software, controllers, tools and accessories 
that are connected to the system and they can directly from there add a new product to 
the system. From the overview page the users can access all the relevant product 
information for each specific product by clicking on that product which will be placed 
under the relevant category.  This will be customized for both internal and external 
users, meaning that some product information documents will be hidden for the external 
users. 

• More product information will be added under Tool tab for each tool connected to 
ToolsTalk2. The users can access this relevant product information directly from there.
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8. Analysis 
In this section the results of each method will be analyzed in order to find an answer to the sub 
query. Analyzing the results makes it easier to draw a conclusion and find the answer to the 
main question. The sub query of this thesis was the following:  

 

What information do the users need while setting up and using a hardware versus a software? 

8.1 Result Analysis 
The results gathered from the interviews and the focus group show that users need different 
types of information when using hardware compared to software. These differences can depend 
on the usage of the product as well as the flexibility of the environment where the user can 
navigate and work with it.  
 

Information needed in Power Focus 6000 

Power focus 6000 has a bigger touch screen and a speaker compared to the old Power Focus 
controllers, which have smaller screens and no touch function. This gives the product more 
flexibility for presenting different information formats. Users need basic information about how 
to setup the product as well as how to use it. The results from the focus group and design 
workshop show that this information could be integrated in the product with the help of having 
a digital manual as well as a setup guide while installing the product or while connecting a new 
tool to it. Currently the only place to find this information is through ServAid or printed 
booklets, which is difficult and time consuming and the user has to find the information from an 
external channel instead of the product interface. Information about how to use the product is 
not completely available for the moment. This could be implemented in the product through 
having short instructions in animation or video format. Users could have access to these 
tutorials through Internet or the product interface.  
 

Integrated help where it is needed is another important factor while using the product. The user 
should be able to find help without needing to leave the place where the issue occurred and 
having to do all the steps from the beginning. The results from the design workshop show that 
having short information details when an error occurs is a way to help the user get a better idea 
of why the error is happening and how it could be solved. This information could be presented 
in a short text with a link to access the related chapter in the manual and a link to solve the 
problem.      
 

Information needed in Tools Talk 2 

ToolsTalk 2 is a web-based software, meaning that users can work with it through any computer 
screen and have the flexibility to navigate through the interface in an easier way compared to 
Power Focus 6000. It was mentioned during the design workshop that due to security 
restrictions, ToolsTalk 2 could not be connected to the Internet while using the product. 
Currently there is no product information integrated in the product, which means that if a user 
needs to find out information about a specific tool or find the manual for that tool, the only way 
to find this information is through other channels such as ServAid.  The vision for the future is 
that ToolsTalk 2 should be able to identify the products that are connected to it and 
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automatically gather all the information about these products. There should also be the 
possibility of adding a product to the system even if it is not connected. There should be a 
digital manual integrated in the product where users could find the information they need in the 
specific chapter. This chapter should also be accessed easily through clicking on a link when an 
error occurs. ToolsTalk 2 has a bigger and more flexible interface for the help. Therefore, 
different areas could be covered in that section. From the interviews and focus group that was 
held with the users, several issues were brought up and one of them was the issue of not having 
an easier and more direct support system. This could be integrated in the system by having a 
link to FAQ related to each product and by having the possibility to send a report directly from 
ToolsTalk 2 when having an issue. The users should also have the possibility to send feedback 
about the product itself, which could easily be done through a feedback form integrated in the 
system.   
 

It was pointed out during the focus group that safety information and warning are automatically 
provided for hardware products but when it comes to software, information regarding what to 
do and what not to do in the operation environment is missing. This could cause problems while 
using the software, thus it would be very useful to have this information in the beginning in 
order to be able to avoid having issues.  

8.2 Knowledge transfer in the organization 
The interviews were done with different employees mostly from the same department. During 
these interviews the respondents suggested talking to different people about different subjects, 
who should have had more knowledge in that area. This was however not always the case. In 
many cases that specific person had either quit his/her job at the company or changed position 
and there was someone new instead of them who did not have as much experience as the 
previous employee. While finding information about ToolsTalk 2 this was a big issue. Most 
employees working in that project were new and could not answer many of the questions 
regarding the users and the issues related to the system. This was also due to the fact that the 
product had not officially been released yet and had been used by one customer only for the 
period of one year and a half.  
 

The following is a comparison of the organizational knowledge transfer in the product 
information department of the company to the four models of knowledge conversion: 
Socialization, externalization, combination and internalization (see section 2.5 Knowledge 
transfer for description of the concepts).  
 

Socialization – The employees working in this department were not all working in the same 
space, which sometimes made the human interaction more difficult. The way of working was 
rather traditional when coming to knowledge transfer or changing the approach to a process. As 
an outsider it was sometimes hard to get in touch with some employees. 
 

Externalization – The externalization was not always optimal. As an example, when trying to 
find out about feedback given by the users of ToolsTalk 2, I was told that even though they had 
received feedback, there was nothing documented and the only way to find out about the 
feedback would be to have a meeting with the responsible person at Atlas Copco.  
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Combination – For the moment there were traditional manuals for different products in printed 
or PDF format. Digital manuals were in the process of being available in the new release, which 
would be a combination of old information in a more modern format for a better and user-
friendlier use. 
 

Internalization – The only way product information related knowledge is being expressed for 
the moment is through texts and pictures. Some videos are done but mostly for marketing 
purposes. Other information formats such as animations or “learning by doing” videos are not 
currently available for the users. 

8.3 Evaluation of the systems 
In this section the systems have been evaluated and compared to some factors in order to see if 
they fulfill the criteria of being a good assistance system. The factors that were looked at helped 
investigating if the information was: Constantly available, up-to-date, complete, relative to 
current context of use, responsive to user experience and performance and had a consistent 
presentation (see section 2.3 Assistance systems for description of the concepts).  
 

Constantly Available – The state of the art shows that there was no help integrated in Power 
Focus 6000 and ToolsTalk 2 and therefore help was not constantly available at any point when a 
user was interacting with the system. Users had to turn to other channels and search for the 
information they needed through product information or forums located in different places. Help 
should always be available at any time or place that a user is in need of it. 
 

Accurate/Up-to-date – The product information found for many of the products was outdated. 
According to the results from the interviews, many documents were published some years back 
and were the latest information available, but they were not corresponding to the latest products 
that were used in the industry. Therefore, users had to contact the service center or a specific 
person in charge to find up-to-date information about the product. If the information is outdated 
the users can lose their trust in the system. 
 

Consistent presentation – Since there was no help integrated in the systems, there was no 
consistent presentation of the information. As mentioned before, users had to search for the 
information through several channels and different documents, which was confusing, time 
consuming and unproductive. It is important for the users to be able to easily search and access 
all information through the same channel without needing to login to several pages. 
 

Complete – Product information was available in different documents and different places. The 
results from the interviews and the focus group show that there was no place containing 
complete product information. Product instructions document was probably the one containing 
most product information. However, there was information missing in that document as well. 
When new channels are made it is important that all the old and new information is available in 
the new channel so that users do not need to have to access the old channel anymore. 
 

Relative to current context of use – There was no possibility for the users to get help or solve a 
problem in the context of use. For solving an issue they first had to find the information through 
other channels and then start the process from the beginning. Having integrated help is very 
important for web-based systems and could be done by having an integrated manual.   
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Responsive to user experience and performance – Assistance was not personalized by the need 
of single users but was the same for all users. Both internal and external users use these systems. 
This means that some contents and information should only be available for internal users. The 
only channel that had this option was ServAid, where some specific information was hidden 
from the external users. Users in general have different knowledge levels and therefore it is very 
important that the system is personalized by the need of each user according to their knowledge 
level.  
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9. Design Implications and 
Storyboard 
A summary of the most relevant design proposals that were gathered from the design workshop 
was given to the development team and a demo of the designs was made on the ToolsTalk 2 
existing interface. These design implications will be presented in this chapter together with the 
demo and a storyboard describing how each design will help the users reach product 
information that will be embedded in the system. 

9.1 Design implications 
Design implications are used to present the developers with suggestions and recommendations 
for future design work. Table 4 shows the design implications that were given to the 
development team and it describes how each function improves the system according to the user 
needs. 
 
Table 4. Design implications and explanatory comments. 

Feature Design implication Comment 

Tool information Presents the user with 
additional tool information on 

the “Tool” tab 

Users wanted to be able to 
have more tool information on 
the system when clicking on a 

specific tool 

Overview of the system Presents the user with an 
overview of ToolsTalk 2 and 

the connected controllers, 
tools, etc. with access to their 

product information 

Users wanted to be able to 
have an overview of the 

system and be able to access 
product information directly 

from there 

Configuration guide Presents the users with the 
integrated manual in the 

system 

Users wanted to have a digital 
manual integrated in the 

system to be able to access it 
at any point they needed help 

Instructions and tutorials Presents the users with 
instructions and tutorials in 

forms of text, pictures, videos 
or animation 

Users wanted other formats of 
product instructions and 

wanted to be able to access 
them easily 

FAQ Presents the users with 
frequently asked questions 

about different products 

Users wanted to be able to 
search for answers to their 
problems through a page 
where other people might 

have experienced the same 
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Support Presents the users with a link 
to the Marketing and support 

portal and a form to report 
errors and issues  

Users needed to be able to 
access the support and service 
center more easily and be able 
to send a report of their issues 

quickly  

Send feedback Gives the users the chance to 
send any kind of feedback 
about the products they are 

using 

Customers wanted to be able 
to send feedback more easily 
and employees also wanted to 

be able to receive feedback  

9.2 Storyboard 
The purpose of the storyboard made in this thesis is to communicate the design ideas to the 
development team. The design proposals were given to the development team as paper sketches 
and the interactive demo was done on the ToolsTalk 2 existing interface. Figure 23 shows the 
new start page when logging into ToolsTalk 2. The help button has moved from the top right 
corner to the left navigation bar. An “Overview” tab has also been added to the left navigation 
bar on top of the “Help” tab.  
 

 
Figure 23. ToolsTalk 2 interface with “Overview” and “Help” buttons on the left navigation bar. 
 

 
Figure 24 shows a closer view of the 
“Tool information” shown on the left 
side of figure 23. More information has 
been added to “Tool information” in 
forms of links. Users can directly click 
on each link to access the needed product 
information about that specific tool. 
 
                                                                       Figure 24. Additional tool information. 
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An “Overview” tab was added to the navigation bar. By clicking on the Overview tab the users 
get access to all the controllers, tools, cables and other products connected to the system. They 
can directly from there access the product information of each product and they also have the 
possibility of adding a new product if it is not already connected to the system. Figure 25 shows 
the interface of the Overview tab. 
 

 
Figure 25. The interface of the “Overview” tab. 

 
Figure 26 shows the product information that is available to the users after clicking on each 
specific product on the Overview tab. This information is of course different depending on the 
product and the user who is using the system. For external users some product information such 
as service news and release notes will be hidden. 
 

 
Figure 26. Product information accessible through the “Overview” tab by clicking on the product. 
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The interactive help consists of five tabs containing Configurations guide, Instructions and 
tutorials, FAQ, Support and Send feedback. Configuration guide is the product manual 
integrated in the system. Since the manual for ToolsTalk 2 was not ready yet, there is nothing 
shown on the demo except for “ToolsTalk 2 Manual”. Figure 27 shows the interface of the new 
interactive help with the navigation bar on the left. 
 

 
Figure 27. Interface of the new interactive help. 

 
There will be instructions and tutorials of how to make different settings and configurations on 
ToolsTalk 2. These instructions and tutorials will be in different formats such as texts, pictures, 
videos and animations. Figure 28 shows how each instruction could look like. 
 

 
Figure 28. Instructions and tutorials for different settings and configurations. 
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Figure 29 shows a closer look of the information 
existing in the “Instructions and tutorials” tab. 
 
 
 
 
 
 
 
                                                                                                   
                                                                                Figure 29. Closer view of the instructions and tutorials. 

 
Frequently asked questions will be a tab showing the most common questions asked by users for 
each product category. Users can always check this page before calling the service center. 
Figure 30 shows the FAQ page with links to different product types. 
 

 
Figure 30. FAQ page showing links for different products. 

 
Figure 31 shows a closer view of the categories existing in the FAQ page. 

 
 
 
                                                       
                                                     
 
 
 

Figure 31. Closer view of the categories in the FAQ page. 
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Support was an important issue that was brought up during the design workshop. With the new 
interactive support, internal users can have direct access to the marketing and support portal and 
other users can send a report whenever they receive an error. There will also be more 
information given regarding which number to call or who to contact depending on the location 
of the user. Figure 32 shows the support tab. 
 

 
Figure 32. “Support” tab with link to the marketing and support portal. 

 
Figure 33 shows a close view of the information existing in the Support tab. 
 

 
Figure 33. Closer view of the information in the “Support” tab. 
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Figure 34 shows the Send feedback tab, which contains of a form for the users to send any kind 
of feedback that they want for any product. This feedback could be both positive and negative 
and it will help the service center to gather and organize the received feedback in an easier way. 
 

 
Figure 34. “Send feedback” tab with a form for sending feedback for different products. 
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10. Discussion 
This chapter consists of three sections in which the main research question will be answered, 
the research methods will be evaluated and the suggestions for future work will be given. 

10.1 Answer to the main research question 
 
The main research question of this thesis was the following: 
 

How should product information be presented in the most effective way? 
 

Based on the results gathered throughout the study, there are several factors that should be taken 
into account while presenting product information. These factors are: the format of the product 
information, depending on for what purpose it is going to be used, the accessibility of the 
information, the accuracy of the information and the fact that the presented information should 
be different for each individual user, in this case internal and external users. Some 
configurations take a longer time to do and the user needs to go through several steps in order to 
finish the process. For these types of configurations it is better to use text instructions, but for 
shorter ones it is better to use video tutorials. Instead of having to read several pages the user 
can in a much shorter time understand what to do and save some time. These video tutorials 
could even be used for training purposes. 
 

Product information needs to be easily accessible. There are several channels now containing 
different types of information and the users have to sign in to each one of those channels with a 
different username and password every time they are searching for information. They are 
usually not sure where the information they are looking for can be found and that is why they 
have to check in different places to find it. Having a central place from where users could access 
all the information is a very good solution for this problem. Users should also be able to search 
for the information through this central place.  
 

The information that exists should be up-to-date and accurate. This is a very important factor. If 
the information is easily accessible but not the one the user is looking for then the user will lose 
his/her trust for that channel and will have to contact another person or try to search for the 
information somewhere else. There should be a better control of the product information that is 
published in different channels and the ones responsible have to make sure that the information 
is up-to-date.    
 

At Atlas Copco there are both internal and external users who need the product information. 
Internal users are employees from the service center, customer center, Master Trainers etc. and 
external users are customers of Atlas Copco who are using these products in their industry. 
Some channels are only available for internal users, such as Marketing and support portal or 
some parts in ServAid. Some product information documents are also available internally only, 
such as service news or release notes. This is due to the fact that Atlas Copco does not want to 
share such information about their products with internal users, and therefore it is important that 
users have access to the information relevant to their needs and permissions.  
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10.2 Work process and methods 
The methods used for the study were relevant and gave fruitful results. As mentioned before, 
there are two types of end users for the products in focus for this study, internal and external 
users. Getting in contact with the external users of the products, who were Atlas Copco 
customers, was a really important thing that I wanted to do for this thesis. There was only one 
company who had used both Power Focus 6000 and ToolsTalk 2. This company was located in 
Germany and a visit there would have been a great field of study and a great way to find out 
what the external users thought of the products, how they used them, in which situation they 
needed different product information and other interesting results that could have been gathered 
through that visit. Unfortunately this visit was finally not possible to make due to budget 
restrictions for the thesis. Another company was suggested for a visit here in Sweden. They had 
only used one of the products but they could still have had some feedback and opinions that 
could be useful for the study. This visit was not possible either since no visits were allowed in 
the company during the summer. Finally, no interaction was done with the external users of the 
products, which was a bit disappointing.  
 

However, some of the experts who participated in the user studies were in direct contact with 
the external users and had some knowledge about what they needed and how they wanted to 
receive product information. According to one of them, who had experienced several contacts 
with different customers, if the same user studies had been done with external users, there could 
have been a chance that they would simply have been satisfied with the current product 
information situation and had not have contributed many ideas or suggestions. Therefore, 
having experts who had been working in these areas for several years was in many ways very 
helpful. 
 

Overall, the work process and methods used for the study were suitable and they served their 
purposes. Even though the focus group and design workshop were not done with the optimal 
amount of participants, they still gave good results and good design proposals. One 
disadvantage of this study could be that all the results are based only on internal users, which of 
course belong to an important target group, but having external users would have made the 
study more complete and the results would have been gathered from both points of views. This 
is something that I really strove for but it was out of my power to make it happen.   
 

State of the art and interviews 

There is a massive amount of product information at a big company such as Atlas Copco. State 
of the art and interviews were good ways of finding out which product information was related 
to Power Focus 6000 and ToolsTalk 2 and how the organization worked while creating and 
publishing this information. Previous studies that had been done a year before the thesis were a 
great help to see the problem from the international point of view and get a better idea of what 
different users from other parts of the world think about the product information and what 
changes they would like to make. Most interviews gave very interesting and useful results. 
Interviews done about ToolsTalk 2 however were not as fruitful as they could have been, due to 
the fact that most of the people working for that project were new and the older generation who 
had been working with the product for a longer period was not reachable, and also because the 
product had not been officially released yet.  
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Focus group 

Focus group was a suitable method to have after the interviews. However, it was a very difficult 
task to find a date and time that matched all the participants and to make them actually accept to 
come to the events. More help from the higher positions in the department could have been 
helpful in gathering participants. The two Master trainers had to travel to Stockholm in order to 
join the focus group, which was the initial plan, but finally they were not able to do so due to 
internal restrictions with the budget. One of the Master trainers joined the focus group through 
videoconference and this resulted in having a focus group with four participants in total.  
 

There were some issues with the sound in the beginning but this problem was fixed shortly. 
Having one participant through videoconference was not an optimal solution but since this 
person was one of the most important targets to have in the focus group it was better to have 
him rather than not having him at all. Sometimes we had to make sure he was following the 
discussion and ask for his opinion, but in general he seemed to manage to be part of the group 
and he gave many interesting ideas and important imputes to take into account regarding 
different topics. The rest of the participants were active in the conversation as well and since 
they were from different departments they could give their point of view from their own 
experience in their area of work. 
 

Design Workshop 

For the design workshop it was even more difficult to find participants. The goal was to have at 
least nine participants to be able to divide them into three groups and receive three different 
designs. However, only six participants agreed on coming and one of them became sick the 
same day so finally the workshop was held with five participants.  
 

Having a workshop with employees was quite different than having a workshop with students. 
For example one of the participants had to answer important phone calls several times during 
the workshop, which made him miss some parts and not being able to be as useful as the other 
participants. Another participant had to leave in the middle of the workshop due to an important 
meeting, so after half of the time had passed, there were two groups with two members each. 
Even though they had agreed on coming to the workshop, they still had more important things 
to do for their own work and that is why they were not completely available. However, it 
seemed like the participants had already discussed some of the issues before but had never 
really focused on the solutions for these problems. This helped them be able to come up with 
many useful solutions even though they were not that many.  

10.3 Future work 
This study has given answers to many questions as well as interesting and useful design 
implications for some of the existing issues. There are however always things that could be 
improved. The target group for this study was finally only internal users, meaning Atlas Copco 
employees, since external users could not be reached. Having the point of view of Atlas Copco 
customers who use these products could give a whole other idea of what the users want and 
which issues they have to deal with as customers, as well as how they think of the Atlas Copco 
service center and support system. This is something that is really recommended for the future. 
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Apart from the design implications that were chosen from the workshop, there were other issues 
that were also brought up during the discussions in the focus group and the design workshop. 
One of the most important issues was that users wanted to be able to access all the product 
information from the same place, with one single username and password. This result was also 
given in the previous internal study that was answered by users from three different countries. 
Having a personal page for both internal and external users, where each user can personalize 
his/her favorite pages, links etc. and store relevant files, could be very useful. Users can also 
interact with other users all around the world or contact support directly from the page.     
 

The knowledge transfer in the organization could be improved. It is very important that when 
old employees are replaced by new ones the knowledge is kept in the organization. This could 
be done by documenting events and data more often and sharing this information with the whole 
department through internal databases or similar channels. 
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11. Conclusion 
In this chapter, the answer to the research questions of this study will be summarized. First the 
sub-query will be presented followed by the main research question and the conclusion.  
 
• What information do the users need while setting up and using a hardware versus a 

software? 
The information needed for using a product, whether hardware or software, can be divided 
into three categories:  

1. The basic information needed before installing a product such as product 
instructions and safety information.  

2. The information in the product manual, which is used for installing the product and 
as reference when issues occur. 

3. The information needed while using the product such as what different functions do 
and how to make specific settings. 

Information about the environment of the product that will be used is also very important. 
This information could be presented in the form of warnings for both hardware and the 
software. 
 

For ToolsTalk 2 and Power Focus 6000 the most important fact is to be able to access 
product information directly from the systems without needing to search through different 
channels. Users should also be able to access help at any time that it is needed and from the 
same place from where it is needed.  

 

• How should product information be presented in the most effective way? 
There are several important factors that make information presentation effective and user-
friendly, such as the format of the product information, the accessibility of the information, 
the accuracy of the information and the fact that the presented information should be 
different for each individual user. 
 

The results from the design workshop, which were implemented on ToolsTalk 2 as a demo, 
are examples of how product information could be implemented and accessible though the 
system and which improvements could be done so that users could easily get help by simple 
functions.   
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Appendix 
Appendix A – Interview guide – Employees from 
the product information department 
 
Power Focus 6000 

- Who are the customers using Power Focus 6000? 
- How does the software in Power Focus 6000 work? 
- Which functions are missing in Power Focus 6000? 
- Is there any product information integrated in Power Focus 6000? 
- Does the help function work in Power Focus 6000? 

 
ToolsTalk 2 

- Who are the customers using ToolsTalk 2? 
- Is there any product information integrated in ToolsTalk 2? 
- Does the help function work in ToolsTalk 2? 
- When will ToolsTalk 2 be released? 
- What are the functions that have not yet been integrated in ToolsTalk 2 but are planned 

to be integrated before the first release? 
 
Tool Specific Accessories 

- Which type of information is used for tool specific accessories? 
- Which information is most necessary to have? 
- How is this information being presented currently? 
- What are the positive and negative sides of how the information is being presented 

currently? 
- Through which channels is the information being presented? 
- Who are the users that will need this information? 

 

Safety 
- Which type of safety information is presented? 
- Through which channels is this information presented?  

 

Master Trainers 
- Which type of product information do you need as a Master Trainer? 
- Where do you usually look when searching for different information? 
- Which channels do you find most useful? 
- Is the information that you find up-to-date and accurate? 
- How much time do you spend searching for information? 
- What would you like to change and how? 
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Appendix B – Consent form for the focus group 
 
Master thesis in “Interactive and embedded product information” 
 
Purpose of the thesis 
The purpose of this thesis is to find out which type of product information is needed to be in the 
two systems Power Focus 6000 and ToolsTalk2 and how this information should be presented 
in an agile way so that the users can easily access the information, interact with the systems and 
find solutions for their problems. 
 
The thesis should result in a demo presentation of a proposed solution by using existing product 
software at Atlas Copco and their internal information applications. The solution will in an 
intuitive and effective way present the user with needed information such as help, 
troubleshooting, product information etc. 
 
Focus Group 
During the focus group the participants will have the chance to discuss and give their opinion 
about different questions related to the study. The discussion will be recorded through the sound 
recorder of the computer. The material collected through discussions in the form of audio 
recordings and notes will be handled with the utmost confidentiality and your participation in 
the study will remain anonymous. 
 
Result 
The result of this thesis will be compiled in a report, which will be presented for Atlas Copco 
and professors at KTH. 
 
Questions 
If you have any questions regarding the study or would like to receive more information you are 
welcome to contact me, Shabnam Tavakoli, on my email address: 
shabnam.tavakoli@se.atlascopco.com 
 
Thank you in advance for your time and interest in helping out with this study. 
 
Best regards 
Shabnam Tavakoli 
 
 
I hereby consent to participate in this study and allow the sound recorded during the study to be 
used in the purpose described above. 
 
Signature: .............................................................................                   Date: ........./.........-.......... 
 
Full name: ............................................................................ 
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Appendix C – Focus group questions 
 

- What does product information represent to you? 

- Which type of information should be in PF6000 (hardware) and which ones in 
ToolsTalk 2 (software)? 

- Currently the product information is being presented through images and texts. What 
other ways do you think could be useful? For example video tutorials, animations etc.? 

- Where should product information be presented? Are ServAid and marketing portal 
good enough or do you prefer to have one single place gathering all the product 
information? 

- Not having up-to-date product information is one of the big problems of the users 
according to previous studies. Which negative consequences do you believe this could 
have on the users/customers? What suggestions do you have for keeping the 
information up-to-date? 

- Atlas Copco doesn’t frequently ask for feedback from their users, they usually wait for 
the users to turn to them in case of a problem. How could this problem be improved?  

- Imagine a scenario where you could wish for whatever you wanted. Which type of 
product information would you like to have? In which format? How do you wish for 
this information to be presented? 
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Appendix D – Consent form for the design 
workshop 
 
Master thesis in “Interactive and embedded product information” 
	  
Purpose of the thesis 
The purpose of this thesis is to find out which type of product information is needed to be in the 
two systems Power Focus 6000 and ToolsTalk2 and how this information should be presented 
in an agile way so that the users can easily access the information, interact with the systems and 
find solutions for their problems. 
 
The thesis should result in a demo presentation of a proposed solution by using existing product 
software at Atlas Copco and their internal information applications. The solution will in an 
intuitive and effective way present the user with needed information such as help, 
troubleshooting, product information etc. 
 
Design workshop 
Design workshop is an event where participants will be divided into smaller groups where they 
will get the chance to brainstorm and come up with different design ideas of how to present the 
information. The discussion will be videotaped and the sound will be recorded. The material 
collected through discussions in the form of video and audio recordings and notes will be 
handled with the utmost confidentiality and your participation in the study will remain 
anonymous. 
 
Result 
The result of this thesis will be compiled in a report, which will be presented for Atlas Copco 
and professors at KTH. 
 
Questions 
If you have any questions regarding the study or would like to receive more information you are 
welcome to contact me, Shabnam Tavakoli, on my email address: 
shabnam.tavakoli@se.atlascopco.com 
 
Thank you in advance for your time and interest in helping out with this study. 
 
Best regards 
Shabnam Tavakoli 
 
 
I hereby consent to participate in this study and allow the video and sound recorded during the 
study to be used in the purpose described above. 
 
Signature: .............................................................................                    Date: ........./.........-.......... 
 
Full name: ............................................................................ 
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Appendix E – Agenda for the design workshop 
 
Part 1 – 45 min 
 

- Creating a design for presenting product information about the tools connected to 
ToolsTalk 2 

- This information should be accessible through ToolsTalk 2 in an interactive way 
- Choosing the format of the information (text, picture, animation, video, etc.) 

Part 2 – 45 mins 
 

- Creating a better and more interactive help function for PF6000 and ToolsTalk 2 
- Brainstorming about how to get quick help where it is needed  

Part 3 – 45 mins 
 

- Creating a more direct and interactive support system 
- Brainstorming about how to easily send feedback and get in contact with the customer 

center 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Appendix 

65 
 

Appendix F – Product information list used in the 
design workshop 
 

Product information type Internal External 

Product instructions X X 

Safety information X X 

Service product sheet X  

Service news X  

Support information X  

Release notes X  

Dimensional drawings X X 

 
Product instructions 
A PDF containing all the relevant information of a product listed as the following: 

• Product information  

o Safety, warranty, ServAid (an online catalog containing product information), 
applications, main components and functions, technical data, accessories, new 
technical solutions, service recommendations, preventive maintenance  

• Installation 

o Air quality, compressed air connection, installation proposal, and installation 
and configuration instructions 

• Operation 

o Ergonomics guidelines, configuration 

• Service 

o ESD warning, service recommendations, preventive maintenance, repair, test 
after service 

• Troubleshooting 

• Spare part list  

o Exploded views, spare parts, service kits, service tools 

• Accessories 

o Accessories included, optional accessories 

• Services 

o Service news, repair, test after service 
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Safety Information 
A booklet/PDF containing all the safety information of a product listed as the following: 

• Technical data  

o Tool data, noise and vibration emission 

• Declarations 

o Noise and vibration declaration, additional vibration information 

• Safety 

o Warnings and instructions, statement of use, warning/important, safety 
instructions, signs and stickers 

• ATEX certification information 

o ATEX code definition, temperature, cleanliness, load, usage, maintenance 

• Useful information 

o Reference to www.atlascopco.com, country of origin, warranty, ServAid 

Service product sheet 
A document created after a need from the service department. It contains exploded views of the 
product, service kits and also all the included as well as optional accessories that come with the 
product. Service instructions are also a part of this document, followed by how to test the 
product.  
 
Service News (Technical Updates) 
A document containing information about improvements that a specific product could have. It is 
used mainly by service personal. It explains what the problem of the product is, what could have 
caused this problem, some pictures and also tips and instructions about how the customer center 
could make these improvements. Finally it also gives a list of the products that are affected by 
this issue, as well as who has written the document.  
 
Release Notes 
An excel file containing the updates that have been done in new releases and the bugs/issues 
that have been solved. This document is only available internally and is accessible through the 
Marketing and Support portal. 
 
Support information  
Support information available in the Marketing and Support portal, a forum for asking for help. 
This information can be found in forms of answers and comments in different threads made 
mainly by service personal and Master trainers. Marketing and Support portal is only accessible 
internally. 
 
Dimensional drawings 
Dimensional drawings of tools with details about their measurements. These drawings are 
accessible through Atlas Copco website and other internal databases. 


