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e-connect.expert view extends online support to include live videos 

Even faster support in service cases 

 

Schwertberg/Austria – October 2021 

A picture says more than a thousand words, and a video more than a photo. 

ENGEL is extending the service scope of its online support and remote 

maintenance offering to include live video transmission. Some three quarters 

of all urgent service cases can be resolved remotely in this way. Troubleshoot-

ing times are reduced by 70 percent.  

 

e-connect.expert view is the name of the new service which ENGEL developed and tested in 

cooperation with numerous customers during the Corona pandemic, when on-site service 

calls were not possible to the usual extent. The number of support cases which can be re-

solved online has grown considerably due to this innovation. It increases the availability of 

production cells, minimises downtime and reduces service costs.  

In classic online support, the ENGEL service technician has access to the injection moulding 

machine's control interface. The new web application e-connect.expert view uses video to 

provide additional information on the status of the machine components and the injection 

moulding machine's environment. In this way, a larger range of error causes can be identi-

fied, without needing an on site service call, and resolved using a remote connection.  

 

Including optical character recognition 

A number of innovative features make collaboration via a video call particularly convenient. 

This allows both the machine operator or maintenance technician on site at the machine and 

the ENGEL service technician to draw freely in the video image, for example, to highlight 

details that are difficult to see.  

e-connect.expert view relies on optical character recognition (OCR) to automatically identify 

the IDs of the machine components and transfer them to the service ticket. This reduces the 

risk of input errors.  
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Get started straight away with a smartphone 

The full feature scope of e-connect.expert view is available independently of the hardware 

used. Video telephony is supported on both smartphones and tablets and using augmented 

reality (AR) glasses. The only pre-requisite is an internet connection. Other devices or soft-

ware products are not needed. The ENGEL service technician sends the customer a link to 

the e-connect.expert platform to start the collaborative work immediately. Even a slow data 

transmission rate of 300 kbit/s or more is sufficient for interruption-free video calls. 

Smartphones and tablets enable very easy access to the new service options. In addition to 

this, ENGEL supports virtual collaboration via augmented reality. The advantage that AR 

glasses offer is that both hands remain free to work on the machine. Besides this, additional 

information supporting the collaborative work can be displayed in the form of text, animated 

objects or short video sequences.  

 

 

Online support by means of video telephony: a smartphone and an internet 
connection are all it takes. The machine operator or maintenance technician 
can optionally use a tablet or AR glasses on site at the machine. 

Picture: ENGEL 
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ENGEL AUSTRIA GmbH 

ENGEL is one of the global leaders in the manufacture of plastics processing machines. Today, the 
ENGEL Group offers a full range of technology modules for plastics processing as a single source 
supplier: injection moulding machines for thermoplastics and elastomers together with automation, 
with individual components also being competitive and successful in the market. With nine production 
plants in Europe, North America and Asia (China and Korea), and subsidiaries and representatives in 
more than 85 countries, ENGEL offers its customers the excellent global support they need to com-
pete and succeed with new technologies and leading-edge production systems. 
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