;e3er _ZZ[]F]"6_Tr_w+@3 sus CUSTOVER SUPPORT SYSTEM Background of the
I nvention FIELD OF THE I NVENTION This invention relates to a cu‘f‘%lgr%é
support Elﬁstemfm@ i nproving the techniqué of a person engaged t

busi netm mmmmw ral industry and, nore partNcularly, to a custoner
suppor | udi ng: a conputer systemfor introducing training

contents; w@wao2hstructor training facility for training the pe
instructor; and a renote technique training support device fowmmmmmm@w
i nstructor through a conputer network. 2. DESCRI PTI ON OF THE RELAJED A
the training nmethod for inprawirg ottheheeahRicgtigoaf a trainee on the
custoner side, there are: a nmethod receiving the trainee of the custoner
side at a facility on a serypijgeoRtRVEthPORSI s trai ning the trainee
practically; a method for dispatching a specialist to the site of the
custoner side for the practical training; and a nethod for training the
trainee of the custoner side renotely fromthe service providing side by

usi ng a conputer network. ngrépg?ﬁglgjgegh rfnvéx{ﬁfoen nmet hods axe executed
0 .

for the training independen one anof her re wll be described the
operations, Fj 3.4 i r explaining the nethod for receiving a
trai nee ofI't #Mtomgﬁﬁgk?aci lity on the service providing side 1
and training the trainee practically. The custoner side dispatch t he
trainee at 34a {0 %B?’ngéoﬁr ?ﬁiad?e?'fgtei%e%}@ﬂ% ?‘.’P?%rgﬁgpsfetaegnl ?lg’fy on the
service providing side, the practical training 34b such as r.actical
machi ne t r HIRF ARG *Tl'{fcttiﬁcgmdﬂug 9¥Rai BeE3RAYY %?:9%%(:’6? a-‘i%r’?g%flglge??ai ni ng
schedul e 34d. After the practical training in, the facil,i t\éaon %he service
provi di ng @f de, IFHRFY ANUSTTY PBAYr RRHS PABHESY Inde RaFHERGREE

conpleted. ' Fig. 14 is a diiagram for expl aining the nmethod fgr .
support system including: a computer system for introducing

1

training contents; an instructor training facility fortraining
the person as an instructor; and a remote technique training
support device for the instructor through a computer network.
2. DESCRIPTION OF THE RELATED ART

As the training method for improving the technique of
a trainee on the customer side, there are: a method receiving
the trainee of the customer side at a facility on a service
providing side and training the trainee practically; a method
for dispatching a specialist to the site of the customer side
for the practical training; and amethod for trainingthetrainee
of the customer side remotely from the service providing side
by using a computer network. In therelated art, these methods
are executed for the training independently of one another.

Here will be described the operations. Fig. 13 is a
diagram for explaining the method for receiving a trainee of

the customer side at a facility on the service providing side



di spatching a specialist of the service providing side for the practi cal
training to the facility of the custoner side. The service providing side
di spat ches the specialist at 35a for a practical training 35b to the
facility on the custoner side. In case (35d) a technical support of another
field is needed, each specialist has to be dispatched at 35e for a
practical training 35f at any tinme. After the training at the practi cal
spot, the specialist is returned at 35c, and the training is conpl eted.
Moreover, Fig. 15 is a diagramfor explaining the nmethod for the renote
training tdndughbaihéngonhet erraietesrkradt seliyce privwi disagoserdesfidei ity 14
for the renote training is provided with a facility 7.4a for an online
lecture, ajidpdtiies teé dAhineseasaByafvo hheetreivkeprbeiding, sadd
information transceiver nmeans 1.4c. In a facility 19 on the custoner side
through a ggepuief, nanwhk fdeilhey ofl the Jasiive p2B¢iqing eidd,athieng 2
text is displayed on a CRT 18c through a general purpose browser device 18a

of a g.ener]t?%]a@é'i@é)f%Mﬁ%'ﬂﬁogﬁéﬁ%s Bpribeieqnveidn aele rdahhag, f or
recei ving e trainee or for dispatching ?he speci al i st has an advant age

that the 0pqElidRsLh Frk 38! cIRAIN LY se@opcﬁfjﬁxl&%gsrértesﬁnmg@mamaci ng it

practically™so raining quality 1s However, "the nethod is

troubl ed by, §he (4 5q0alt 208 10a] LDLIR AEARNIRS AL AN SR LRBL DY skBe MOVI Ng

of the trafl hee oOr specCiafrs e nu nees is limted. On

et vor k- neBe AR ALage i b aeof Lh aal o Al e U SRR

di spatched, to |OV\fI’ t(Fne expenses. However, there is a disadvantage that the
oper at i ons1®f SPRRFEEY - nachi ne cannot be practical |y experienced to degrade
the training qualjty. . SUVWARY THE | NVENTI An. obj ect of .this_invention
is to provide a tt3to r@uﬁpoﬁa@ﬁ“ﬁe ¥ oFXPedtRthg ?ﬁ% pskpof Fox

techni cal training, support and,enhancing the training,effect._According to

this | nverfiBRACERLRS 4 SPRFOGIAEE OF ENERATIR SUBEOY LILYS Farter 5% AT ovi ng

t he techni que of a_person en%gged i n business. The custoner, quOEatF system
r 0

i ncl udes: BIEShPERECEAARIN Lo the ITRGIAGEY Q&rkhe SUSESTRT TS de

introduce the training contents to a custonmer side through a conputer
net wor k: 3service providing side dispatches the specialist at 33a for

a practical training 35b to the facility on the customer side.
In case (35d) a technical support of ancther field is needed,
each specialist has to be dispatched at 35e for a practical
training 35f at any time. After the training at the practical
spot, the specialist is returned at 35c, and the training is
completed.

Moreover, Fig. 15 is a diagram for explaining the method
for theremote training through the computer network. Aservice
providing side facility 14 for the remote training is provided
with a facility l4a for an online lecture, a training text 14b
necessary for the remote training, and information transceiver
means l4c. In a facility 19 on the customer side through a

computer network 17, the online lecture and or the training



i an instructor training facility for training a person of the custoner
side as an instructor on the basis of the training contents; and a renote
techni que training support device for the instructor, for supporting the
technical training of the custonmer side fromthe service providing side

t hrough the conputer network. Mreover, the customer support system may
further conprises a conputer systemfor performng a diagnostic support on
the basis of the operation data of a practical machine, as transmtted from
the custoner side to the service'providing side through the conputer

net wor k, tl:@;xftrfé‘alﬂsﬁlbpéd%ipﬁ(m@ 19@htlrltjcohght%eﬁe%w;ﬁ{rpﬁéé%f&w%@h the

conputer network. T oregoi ng and ot her "obj écts tdres, aspects and

advant agege9fi ckhigal BYeR! hBRePhL! phecose ardOd.ne ol L ow ng

detail ed description of t elnvenlon wheh ta enln onj unction with the

3?38?2??%?%% §1en| ng ét%ﬁﬂ %%ﬁ%ﬁggl%%%%ﬁ@m ng suppor% SeF \a/ll ce in
i ogr am 1 67 B%?—é%flﬁ Ao RRSr gt ar A g dant b shALTH PBeettFand opent ng
oot oL 798 VT - PRl LA
et ruct oPTaR BadTna thatrrnd eralftRy dhaliss e B, HAwYRE {1 ow o
o re ¢ & R CBod b treabied by the disadvantagd that hin'eRgenses O " @

are entrained by the moving of the trainee or specialist or

that the number of trainees is limited.

Oon the other hand, the conventional remote training

through the computer network has an advantage that the trainee

or specialist need not be dispatched to lower the expenses.

However, there is a disadvantage that the operations of the

real machine cannot be practically experienced to degrade the

training quality.

SUMMARY OF THE INVENTION

An object of this invention is to provide a customer
support system for reducing the cost for a technical training
support and enhancing the training effect.

According to this invention, there is provided a customer
support system for improving the technique of a person engaged
in business. The customer support system includes: a computer
system for allowing a service providing side to introduce the

trainingcontents to a customer side through a computer network;



the custoner support system of Enbodinent 1 of this invention; Fig, 7 is a
di agram showi ng a custoner support system of Enbodinent 2 of this
invention; Fig. 8 is a diagramshowing a renote training systemin a

cust oner support system of Enbodinment 3 of this invention; Fig. 9 is a

di agram show ng a renote training systemin a custoner support system of
Enbodi nent 4 of this invention; Fig. 10 is a diagram show ng a renote
training systemin a custoner support system of Enbodinent 5 of this
invention; Fig. 11 is a diagram show ng the technical supporting and

account i ngag U i 10t d1h t*aGHShgNBac SURPRrfo S HaaMifly Fhocksrenit 6nef this
I nvention; Fig. 12 is a diagram shoring an action permtting function by an

action peréﬁssabz@& k@ifdé P AU HeFRUcTURPBN! tAYSHSEN #fo ERHRILFRANi AgOf this
invention; Fig . I's a diagramfor explaining the conventional rret hod for

conduct | ”%@n@éﬁfz‘é} GAla bf 2bRLRE QK DRSS 08 IRO¥EIEOB: device for

the instructor, for supporting the technical training of the
customer side from the service providing side through the
computer network.

Moreover, the customer support system may further
comprises a computer system for performing a diagnostic support
on the basis of the operation data of a practical machine, as
transmitted from the customer side to the service providing
side throughthecomputer network, totransmit the supportresult
to the customer side through the computer network.

The foregoing and other objects, features, aspects and
advantages of this invention will become more apparent from
the following detailed description of the invention when taken

in conjunction with the accompanying drawings.

BRIEF DESCRIPTION OF THE DRAWINGS
Fig. 1 is a diagram for explaining the flow of a technical
training support service in a customer support system of
Embodiment 1 of this invention;
Fig. 2 is a diagram for explaining the £low of a program
introducing / seminar opening of Embodiment 1;
Fig. 3 isadiagramfor explainingthe flowof an instructor

training support of Embodiment 1;



side; Fig. 14 is a diagramfor explaining the conventional nethod for
conducting a practical training on the custoner side; and 5 Fig. 7.5 1s
a diagram for explaining the conventional method for conducting a renote
trai ning through a conputer network. DESCRIPTI ON OF THE PREFERRED

EVMDODI MENTS Enbodi nent 1: Enbodinment 7. of this invention will be described
with reference to the acconpanying drawings. Fig. 1 is a diagramfor
explaining the flow of a technical training support service in a customner
support system of Enbodi nent 1 of' this invention. Nuneral 1 designates a
program i nt r oduckiigon4|issediair GPEsE Bgpladfntnglthit abowrd & teichniti@ehni cal
training; nuneral 3 atechnical training of a site nanager (or a spot

nmanager) by finiA$tgliet 8 tebARd §ér Sy RNORBEREL1880EXEE Hilitd isdeage ] ;nuner al
5 a specialist; and nuneral 6 a server. Fig. 2 is a diagramfor explaining

the flow of a prﬂgj.amiéﬂarﬁwaﬂgfér%ﬁgha%iae_em@moﬁio&-a%;ﬂagtacahagr am

for explaining the flow of ann instructor tralining support. Fig. 4 is a

di agram foéxgéﬁ%@:%\%%@%f Iﬁrgségim%ntteqhni gue training of a site nanager

by an instructor is a di agramfor’ explaining the flow of a

practical execut 'fé}a%t 3ge, 41.%(?;1{3%‘551‘ &9}{&‘?&&1‘6@ @Eaanﬁﬁi%eg%&ﬂbser Vi ce

provider; nunera a prac machr ne’training service’p y the

service pravider_ such as_a i, ni €, s t agi. i,que or
an envi rorTEhE GRS ERPe ot st e iR T o BB RY B RIdNTow: dea
by the service provider, such.as_an efficiency 6 i nprovenent, .an operation
rate inprovementf ¥~ ah ¥hd PIAFEAT BPBYEREI ﬂgc%ﬁﬁ?%%p&qpﬁq%s SYR5EBV erent :
nuneral 7c an_expert training service pr.ovided by the service provider such
as an expRf Embediment e&t"%%ﬁﬁ%iwe@rué’ﬁ”oper ation training; nuneral
8aWeb ( a portal site ) ; nuneral 9 a seminar; numeral 10 a customner; and
10a, 10b and 10cF#8 csisnerdifRITaT GEOBERY B LENPLE L4ILBARY Y ThATh 18s

speci fic conpanies, respectively. Nuneral 11 designates an instructor;

nuner al 122 £ e SARPOT ta S hewe? hIEmPPdimandy Byo§ fchis Javiention; Fig. 6
is a diagramshowing a renote training systemin the customer support
system of Enbodi et 91 1sfatdiiagnag shewsRg aranae sragnipe SYSEmddi gnat es
a service provider side Facility for the renote training. nuneral. 14a

desi gnat esa acysikonex sURReTAN SHAt-eReof Fmhadimentmédr af thiks dnveatdong t ext
necessary for the renote training; and nunmeral 14c information transceiver
means. Nuneral 1559 dek dgifataediagremyshovdngan rémete dinalmiid eyisteBoar d,
which is provided with a plurality of bulletins according to training

i tens; nunéna clShomeyangpalr tpsy pose offr Bmlsed imendi 5o thpe cnivead iwint;h
transcei ver nmeans for witing/referring to the electronic bulletin board on
the service previsgonlkiide;a dicdgramesabwibg th€Rfedlmichls Huppontinige

i nformation received. Nunmeral 16a designates an electronic mail server for
managi ng eardt mecoantinks fumet lomwserial 4 6busesmgnasepparyesysiempwipose
mai | software, which is provided with transceiver nmeans by which the

servi ce prexmbsdimestde oSethis invention;

Fig. 12 isadiagramshowing an action permitting functicn
by an action permission key in a customer support system of
Embodiment 7 of this invention;

Fig. 13 isadiagramforexplainingtheconventional method
for conducting a practical training on the service providing
side;

Fig. 1l4 isadiagramfor explainingtheconventional method

for conducting a practical training on the customer side; and



7 the electronic mails received. Nuneral 17 designates a conputer _
networ k, and nuneral 18 designates a plurality of general purpose personal
conputers on the customer side. Nuneral 18a designates a general purpose
browser device having transceiver functions for the renote training;
nuneral 18b a general purpose nmail software having the transceiver
functions of electronic mails; and nuneral 18c a CRT for displaying those
pi eces of information. Nuneral 19 designates a plurality of custoners.
Nunmer al 20a designates the flow of the data of the online | ecture service,

and numeral 20b rdefi 984 8Fikle ahl fox &fpldien Haf eho&tohbent iahal nEtEEEVi ce
with the training text. The operations wll be described with reference to

Fig. 1, Figyr 2ondu@tidg Ei&m&@&&ﬂﬁnéth%ﬁgﬁrar&ntgshﬂaxgneewom.the
programintroduction 17or the introducti'on of fraining contents, at Step I,
the service provider 7 executes the sem nar opening PR the technical
training PR or the technical support program PR on the itens of the

trai ning date and q?é%r i Wl ni cal support on
the Web (or the por a%ﬁ%@@%ﬂﬁn@ﬁ%%&?gggﬁgg t hose contents

t hrough t coodéiﬂ’rpﬁjte{ network such as the Internet and can apply to them In
the semn op ef{b I," the service provider 7 opens the senminar 9 and

i ntroduces the detaij.ed contents, of the technic upport ptrogram, such as
Lhe Pnstructor SOERIGERG Rabhi HBLe( HEVSHRAPACTOH BB ARFEALERAPIERG o
ot her various 8 tgchn'hgal s%tggort_cogé ents to the custoner 10
parti ci patiSHiFI N Ih O EAPNATC PRI NG JTANIPYSr FFE9: B 18 25d3pgFaB i the
instructor_technical training 2, the instructor trainee of the customer 10
i s di spat dREde¥BlakRipgddE %g‘PW Ré&chitgehpicalitrpindng SRPRRERE EPEYLCE  ai ni ng
facility ) , as owned and managed by the service provider 7, and the
servi ce prdyadastonsesuPrert Ky sheic £ Eambodianenitne ofr Bh i85 Agveatana- ot hers
to the instructor trainee of the customer 10 . The training is executed
concent r atNstsz 3ok 11drs iqrarie WA RIS IHaM dntredurtion /iseminamAgenhngss
practically experienced through touching the practical nmachines , such as
t he trai ninvnexssh 2ae igstruetpricchedicataeta s ngrarmenaiss a tenbnpraht
managi ng techni que or the environnent managenent. At the end of this
practical wrakiing of# alhe Maniagernsdy acsprt nanager) by amdnstiznoter; 10 i s
returned as the instructor having | earned the technique, fromthe practical
machi ne f apineral dagy epehet iomiexecytiay shagrr pumeiek s aspsStéplistp t he
technical training 3 of the site manager by the instructor as shown in Fig

4 , the ambtmuntral ¥l avservas .been trained on the practical. machine
training 7a at Step 2 and returned, executes the technical guidance on the
site staff 12 offide2cistaodibagtan flar ekpladahngcteie Fliotadt & pwbhgpainhe newl y
trained instructor confronts with the cases which requires to reconfirmthe
contents dintrwhpriasd i fakemdnhrnederding.ng Pigl hg dsses diadeamefiby
continued the instructor 11 9

explaining the flow of an instructor training support. Fig.

4 is a diagram for explaining the flow of a technique training
of a site manager by an instructor. Fig. 5 is a diagram for
explaining the flow of a practical execution stage. In these
Fiqures: numeral 7 designates a service provider; numeral 7a
a practical machine training service provided by the service
provider such as a training course, a plant managing technique
or an environment management; numeral 7b a technical support

service provided by the service provider such as an efficiency



e .~ ...~~~ _ . . .10 .wir..~~V1Y1lVVYVexecutes_the
suppl enent of the practical nachine training and the guidance directly to
the site staff 12 by using the renote technique training support device for
the instructor, as provided by the service provider 7, fromthe server 6

t hrough the conputer network such as the Internet. At this tinme, the
support is also off eyed, if necessary, by the nearby spot specialist 13 to
the custonmer 10. Next in the operation executing stage of Step 4, as shown
in Fig. 5, the practical operations such as the operations of a facility
are executghlvdhen€ P BBera@ishtiaty impeovichenst 8f fandvizenmesei ved the
technical training. At this time, the practical technical support is
execut ed i ' # 3 b b J opera | ta of
The. pr act AT rachihe e ey S P LBE S ahaR 1 Yo BRI PE ! N28r P

transm tted o ifle SELL pRE0YRAR LY iU QU0 HRCoEOUPHLE s i W8 knSuch as
the Internet service-provider execut 85 vaf1 ous Iagnoses based on

t hose dat ) : [ f .t i Cl : at i te of
the faci || TPor tRa hr I RsRR Rt sdsriota bRk EREDFY sRaaRRRRT ShBsrh R,
characterigstics,, and presents the resuylts and the gui es to the custoner
10 1 b ougtt ¢ HEBLaTtE A TREPRT; RUBRERT 4 Somiinn ernirtabal agvstonte
custoner 10 s t techni cal Iy unkno poi nts having ogcurred during the
t echni cal ?’f‘gislﬁang,tﬂgﬁyawg Bfg‘ﬁ%o‘%?%'r Brif s NS e f ﬂngo%rc&%f’mﬁﬁi I

t hrough the conputer 10  network. The service provider 7 provides the
expert trdf nFGHt A& SPeBpELSt ISOHPARARAI nFSSRSA Y HYoper VeBeraheldont ent s
of that inquiry, either, through the el ectronic bulletin board or nuil

t hr ough t HETHRARLY 2RSNRSFRCLET /i HPRSFR ) b st erARRgeheane aapegal and

of fers diagnoses and supports. Mreover, the service provider 7 nakes the

t echni cal Buppdrearky FeResipgdialgptyi spatching the nearby spot expert 13
to the customer 10. How to realize the renote training will be described
Wth reference tiigy §. 16.a HHawan shevprg\a demorestraipinyisyeden Lh t he
facility 14a for the online lecture. In the facility 14a for the online

| ecture, thhe cugtomes $eppert syisfEemaee Bopodimensct efethiadavensionti ne

| ecture data 20a havi ng phot ographed t hose contents axe fed through the

i nformat i nFiga®sceinerahiddesijoatnd aserciorpprevider aode fae¢iddtyhe
general purpose personal conputer 18 or the custoner side facility, which
mount s t hefage neral remoips serdimoimgser NdBardhvl 4 ddmidnsesc el facilkaps, and
are displayed on the CRT 18c. As a result, the lecture data 20a on the
online canfde arcbeliae Lectnoay timenaxslt dddr astdeising odxtt hecesaange can
receive the lecture being renotely executed, online. By using this renote
trai ni ng, fompthealeniofedfircirmsitrayyesd A8mepal béctinfomrmetlonttransaeLieetr ai nees
can be trained. Next, the training using the training text will be

descri bed meandie reuméealr bbai dgsidgnatgh aheetvepuer agt wlekctrdhgct rai ni ng
text 14b necessary for the renote training is fed 11 t hrough the

i nf or mat i ulYetheBoued, which 14 pravd dedes OB Pieiral1eivyos K bhllkeihde
general purpose personal conputer 18 or the custoner side facility which
nount s t heageied g Pt PESLLPIRY\SRSemk3a rimerg t15® 2e¢RINGAd pa2psseand the
training data 20b are displayed on the CRT 18c. As a result, the training
data 20b aarodiser of efmirt t Gsf r provided USHiAKEr tehAScEOviPalnddis t g8Lnee can
receive the training using the training text which is renotely di sposed.

Thi's trai R g/ FOrdesind Ctd OBheSBEELALbYid NbhNEet iHELEQr4 8L theCan be
freely done when it is convenient to the trainee.
service provision side; and numeral 15c a CRT for displaying
theinformationreceived. Numeral léadesignatesanelectronic
mail server for managing electronic maile, and numeral 16b

designates a general purpose mail software, which is provided

with transceiver means by which the service provision side use



As the neans for the trainee to solve the questionable points in the

| ecture contents or the |ike, there axe a nethod using the electronic
bulletin board arid a nmethod using an electronic nail, as will be described
in the follow ng. The service provider 14 is provided with the electronic
bull etin board server 15a. \Wen the trainee has a question to ask, the
trainee can use the general purpose browser 18a to make an access to the

el ectronic bulletin board for the training, and wites the question
therein. The service provider 14 ‘'uses the general purpose browser 15b and
answer s t hgyequasctanik madlluldeeiveqoard. The information witten in the
el ectronic bulletin board can be perused fromall the places receiving the

conmon trai ni ngyuRerani t7NgesifHat8ET a GG tEY GletOIWEG! ahHORRhELa1 M ai nee
of another custoner, therefore, nutual |earning can be nmade to raise the

llevel s of 1lhged{FhNEES a JRural ity BE Gelelrh 1§ 4R pERShL M EBRpRESEE T ONi C

mail. In case the trainee wants to ask the lecturer directly, he or she

uses the ganehalo RGeSt dBhebIghat Lo Qindliel BRRABLEL PUTPOSE

personal conputer 18 and prepares a quest cturer e prepared

guestion i nsmti.ed t er, t h urer 16b
via the n&ﬁﬁ%é%?§g¥£é§%!ﬁﬁ%ﬁﬁgrgﬁgﬁggggg%Eiﬁugﬁg%?ééiﬁgfyggé ?ﬁégg%rvice
provi di ng ,side.. 1 n response t he estion, the lecturer pre s _an
Bnover, WA Ar e AR Ad R, h et B8PRepaoratt ¢ e BRk R0 ose
personal ¢ uter 18,of the trainee_on the cysto side . The trainee is
Sl e to addin FERPRESARERA G AN GO ELACaN PSRt BRI A5t enot e
trai ning system As has been descri bed herei nbefore,  Enbodi nent .1 provi des
a cust omer® §REpHPE WWMSP§F@G%€%€%&P P@?@%%%f&‘?“m%obgci ng
training contents froma service Providing side to a custaoner side through
a conput erdafdiIRFIeS anPLRERLLEY T CRELAMSESHacNFres2 ¥ #0% ASSAPRBEES per son
as an instructor on the basis of the_training contents; and a renote

t echni que ¥1REAPHP & EBSARTY O Ehe PO ingl ¢t ¥ €8V 1E8r AHPBPETRY t he
technical training of the custoner side fromthe service providing side

t hr ough t FOR SiesdaatfRs whek L1awoPhebhe sdata 1k drhe W@ipdng SPEVER®Sf urt her
conprising for transmtting/receiving an inquiry transmtted fromthe
custoner igd t'dh e HexsdrcdgRktovi ding side and a support therefor by an
el ectronic bulletin board or nail through the 13 conputer network. Stil
another is a cuSihsnepesappons ikt b desenihed sl spAgranc®mouFég- syst em
for perform ng a diagnostic support on the basis of the operation data of a
practical ImdhHige 2 aditg.adyniftiged 4f poth Fhg. chist Gaflergiing to Fhg.service
provi di ng side through the conputer network, to transmt the support result
to the custrombe prderanripediaticmpuweerthetintredudhien dhbodingng 1
provi des a custoner support system conprising the instructor training
facility (@mkentsheaprsdetp taltheschiviad providey 7fexecethesatiemgentinar
instructor and the renote technique training support device for the

i nst ruct orapettigre PR, eth&Erdeatinieral iradakiasy PR o shiebt eclmicac enppotrhe
techni cal support of a specialist of the service provider renotely and

of fers nerpicgradmatPR hoen closs dveng iofe ther tmadindiggt datenandowens, cahebe
reduced especially at renote places and overseas and that technical

trai ni ng siggmicalotrhighieg oguahd teshramabesuppdet dbrihevwedb (drethenote
techni que training support device elimnate the need of noving the man
power, ancbaxatalbes App) i ®d Thed dqustonlart W 00cagu Heanles theskhabntiehBsge
nunber of custoners can be simultaneously trained to augnent those nerits
drasti cal Ighrouyt bReddidsut@ndetivbrRendiiess ROSSit €rif ahlecauspplpr to
obtain technical supplenent and continuous technical supports at any tine

by conput efo tRemCONMRLaS sdiihdNOpeRINGN, | BiRk exrtli ok Mty ides0s bpBgst 0 the
di spa_tch of trainees, therefore, the custoner can receive nore effective
training the seminar 9 and introduces the detailed contents of the

technical support program, such as the instructor technical

training, the simulation technical training or other various



14 ~ "~ L ~~ ,.,.I~v~ ~vi~r vvv and techni cal
supports and can conflrntthe effect of the techni cal training supports.
Thus, the custoner support systemis an effective systemin reducing the
cost for the technical training support and in increasing the effect. The
cust oner support systemof this invention is effective for the technical
training or technical support, for plant operations, for exanple, of

el ectric power enterprises, and can al so support agricultural/fisheries or
medi cal enterprises technically with a simlar flow. According to the
techni cal nprdaats rregBheehihero e QIS QUMRIr JWPPaEtisypieimgan have
simlar effects to reduce the cost for moving the manpower and to heke the
techni cal SURBRY tsGPHdwpusl y. Enmbodinment 2@ Fig. 7 is a diagram show ng a
cust oner support system of Enbodi nent 2 of this invention. In Fig. 7,

reference numer o346, JesLRaALA %;naa CQ&;FH%?& ﬁ&’éﬁ@ﬁhé??ué@éf pdufih g, ral ni ng

programs or training confents; huner a practica |nstructor training

machi ne f J . or t Ni; n Wgr 38 a

r enpt e te%%a%nt o4 Rk slﬁgt%tl%“cétv?%g REQ B N A e sﬁ%port. g
a,site_st retur rai nee

t he techni gl t.0 be d o
hs the I nsiTiRASEERR] i BFar e sel halsine ae a#st%or-?e%ecaﬁ?? Lhe
effect of the technica trai ni ng/ su rt thr h .t he comput er t wor k
after the fptaaat%?asbtetaw oS CHISAAg PAnEEed BYT S RATYIRE BERYS8Fbns. | n
Fig. 7, at 15 Step 1 (,the service _provider 14 displays the training
prograns, s aé’tdort@& FRIVhEE RFRAIRT JySKERIEES the Prk%céFFFa}SJBa ShLiRfe
general purpose personal conputer 18 through the conputer network 17, and
invites triaiadeng Ap apdepthers e t'th@al%’ér‘%ﬁtctlhéréw%I‘Pértl’l@c%t@ﬁ%%at ched
to the practical instructor training facility 37 owned_ by the service
provi der siGe, Thedt¥aining AeExemites eopeentginter it ap theaktemsvhiakhi ne
actually, as the instructor on the practical operation and nechani smof the
practical ameHIEfenlihctpatndenstande unlass myachicedly. expesienaed
training, the trainee is returned. At Step 3, the returned trai nee executes
t he technitdatough dencdiag the ipraaticadr nachihes sistehsasfthe trnainsegt hat ,
during the technical guidance, the new instructor was to reconfirmthe
contents decthirepidlicprachtdbahmachahaiopgratisnep theoplamonianagsngny item
to be newly confirmed, necessary information such as the training contents
or the tecterlmiqud ens theeenvipbhmenedidnadgdmentanopt tles lemdgod thias ni ng
support device for the instructor, that the training text provided by the
servi ce prmvackeicak mackivedtbyitimgj nfbe mitsbtructansteaimse nefinshdé4c on
t he general purpose browser 18a of the custoner through the conputer
net wor k 17cwsicbmis Al tayisdretutrhed G thec indtrteprdhavinddeattagd thewhi ch
the practical operations of the facility are done, the operation data of
t he practittedhmixpie heftami lthey pofadtieadusianivinel Of ax £l Byt onteere athy
transmtted to the service provider 14 through the conputer 16

training was executed.

Next as Step 3 in the technical training 3 of the site
manager by the instructor as shown in Fig. 4, the instructor
11 who has been trained on the practical machine training 7a
at Step 2 and returned, executes the technical guidance on the
site staff 12 of the customer 10. In the technical guidance,
when the newly trained instructor confrontse with the cases which
requires to reconfirm the contents of the practical machine

training or the cases to be newly continued the instructor 11



network 17. By the conputer system 39, the service provider 14 perfQrms, ...
vari ous di agnoses such as the diagnosi's" of 'the efficiency or operation rate
of the facility or the diagnostic support of the environnent protecting
characteristics, and presents the result or guidance to the custoner 19

t hrough the conputer network 17. Mreover, the technically questionable

poi nts having occurred in the custoner 19 are inquired by the custoner 19
via the electronic bulletin board or mail through the conputer network. In
response to these inquired contents, the service provider 24 provides the
proper exReuicl BhB% i elintoBe Al B dckaALANRa SRING A28 RihAAnd N t he
bulletin or mail or 1n the tformof an dnline ['ecture through the conputer
networ k therehy. 'agﬂ_qﬁg{ c r : r

t echni cal l]l’gluep %?’?angé one, |]§Pﬁ§2%%%t§'ﬁ3e/t,e gégg@pzakgh?%/gﬂi%égﬁ ygg%ot
expert 13. re in Rlg..7,th r i Lnstruct.Qr traini chj pe
facility 379 Qlﬁruo%vi%]gadl%qu ?\ﬁﬁpiﬁ v:&%{élf)?oglo i r}.‘glesi %@é%€%eog£g'i Ve and
train the _trai.nees, of, t he, cust oner._si.de acgtica . However . the practical
trai i ng. SErHE ko shS e REpBidRrhly SeibhE stRteR Sctateiel of de by
providing the practical jnstructor traini,ng machine _fagility with the

cust oner 5&:&9c§ﬁtgu PEPAEECTRE éFa&%tmg:fertnﬁé:'se?Ei %F’é{'g‘ledi side to

the custoner side., StiJl noreover, the practical Jinstructor training
machi ne f &GRROEF ne 353 tHefered ni by ReXESTHGEt Y . the Re’rBeciPAdescri bed
her ei nbefore, the custonmer support 17 i system of Enbodi nent 2 thus far

descri bed SPEFIREF tadid dve thet FYRECREE dPfects sinilar to those of

Enbodi nent 1. Enbodinment 3: Fig. 8 is a diagram show ng a renote training
systemin a custNe¥ i hsorrersgcianesecEibodiskane gL dftamht s asnskeWRon. In
Fig. 8, nuneral 18d designates a training text, and nuneral 18e designates
the flow dft Figi-ndngthepragiigal\Neperarians ¢asihgaatthe opsragitastdfeness
sinmul ation means for the technical, training / training support. Here wll
be descri Bedadid. idjyemae epscutFieat rehaieustfoneaw 1is sdite byr the sike of
Enbodi ment 1 so that the description hereof will be omtted, and the renote
trai ni ng witdfhwhdebas idtmseivEdethedienhyidakxtradding.a Medhvis simd, as
CD-ROM and is sent beforehand to the custoner. Before receiving the

trai ni ng, tthee pragiticalsteshhheal raippart tiexexéSated irhehgefiel hbwimg pose
personal conputer 18 so that the training data 18e are di splayed on the CRT
18c . As presdiret hspecdfhealtap thecepeeatben ldadiauoe e phacti®@hi ng
renotely. In the contract of the training | ecture, noreover an inquiry or
quest i onnaiachire eXecifldtiyonof hecHe aicheeombrouth tdre ehetbmnabicably !l etin
board or electronic mail, which has been described in connection with
Enbodi menttdandmoirt ttdie dontivhed etrivdireo o rolvd detra7nthgoaght €héScompeteénqui ry or
guestionnaire is directed to what kind of training the trainee wants to

sel ect or neaoeindesuch adhahekimgemietdat ahefl dredanproviaet ivexetates e,

phot ograph or text the trainee wants to select 18

various diagnoses based on those data, such as the diagnoses
of the efficiency or operation rate of the facility or the
diagnostic support of the environment protecting
characteristics, and presents the results and the guidances
to the customer 10 through the computer network such as the
internet.

Moreover, the customer 10 asks the technically unknown
points having occurred during the technical training, by means

of the electronic bulletin board or mail through the computer

10



or use as the training text. The result of this inquiry or questionnaire is
eval uated by the cost effectiveness sinulation neans 40 so that the
training cost for the training itemor text the custonmer desires is
calculated and is presented to the custonmer by the electronic bulletin
board and the electronic mail, as have been described in connection with
Enbodi nent 1. The custoner confirns the presented contents of that cost and
contracts on the training lecture if the cost effectiveness satisfies the
custonmer. In this Enbodi nent 3, t'he training text can be directly referred

to so thatpdthe e Cceshesperticaprior idede? lpriheiddshanetdiiemf tihgnifgot e
training through the conputer network Upon the contract, noreover, the

oper at i Ons Ot bRCopephPiol trdidGhy sakvsdaNPFrdp&aFoker RPidotitaadsbyrt he
sinmul ation of the cost effectiveness. Enbodinent 4. Fig. 9 is a diagram

show ng a Elf‘a[’@ti?l_thﬁblr}LQ%IZ&EttglfPohzghatHU%l%@Jrqﬂi@Bﬁiléﬁ’fﬁ §/9a2lq &pbodi ment

4 of this Invention. meral 23 designates a training text

DScesoary sl TSNP AN nOUIBER) A33n O fGdhfor HHIpRITRED) S 230,

23c and 2 rainng tex are prepared according to t vel of
the trainee, .entrange i d superi [ 24 Lgnate he

per sonal ﬁhéfcotr"}?é i o%n%fgfﬁ%y%nrrg?a neol,.goeagr]aaqg\%née\&rﬁgo%fd d’e@?éﬁgFgé f‘ﬁé stored
test results of each trainee. Nu al,_ 25 designates test_result _judging
moans. - and S I FRETIACE0 et En S S HEA RGPERFberbACREESPT hG Lo t he
personal abiljty of the trainee. Nuneral 27a designates the flow of test
data, and %Mawfﬁe§¥§nﬁ?%§b¥ HPTt FFRFE ﬁé '?‘éz‘ih? é’é’ﬁlil"m(ﬁt ?;\8 Nuner al
32 designates the billing., Here will be described_the operations,., The
training flow i £Y FrPI’%ﬁa%{ & Ha® ISMOERLER T Yl%%bt%%&%’eb%!ggéwpti on

thereof will be omtted, and the renote training systemw || be described .

¥

As the medFRI9ERNGRECF1%g b-heThe G e BXPVEdeT thfe 1P rtE dadaWithg, the
trainee takes at first a test for the ability judgnent. The test data 27a
are sent feenfaedlida Atagielethedandbasel et wre + hdnf bl |facilityt héaservi ce
provider to the general purpose personal conputer 18 on the custoner side
t hr ough t h€ox rithe ealiise Leqhycei vehe hxRining ignguihebtymagebynthgork 17,
and are displayed on a CRT device 18C . The trainee takes the test, the
data of whliedturer stedethanling dachiing datsa 30y having photobraphedin t he
personal . information database 24 on the service provider side through the
gener al purlomsecpatevhakredastarovidh tihe inliermahpon transtebyer Bganghe
training text 23 is prepared in plurality according to the |evels of the
trai nees, hichndsthdeomputarcettwaridditonthevwpderall putese persopall t

j udgi ng nmeans 25, the level of the trainee is classified into the entrance,
medi um or ddmphtdee BE cnr diheg custbhert sitder Esciliyia whaindh tribantsatheng i s
sel ected at 26 according to the personal ability. Mreover, the billing 32
is nade acgatehtall purpolsiesbsekeet ilBa hastihy tHe tiranseeinengueaif, and

are displayed on the CRT 18c. As a result, the lecture data
20a on the online can be referred to from the customer side
so that the trainee can receive the lecture being remotely
executed, online. By using this remote training, a plurality
of customers 19 can be trained so that more trainees can be
trained.

Next, the training using the training text will be
described on the remote training through the computer network.

The training text 14b necessary for the remote training is fed

11



Enbodi nent 5: Fig. 10 is a diagramshowng a renote training systemin a
custoner support system of Enbodinent 5 of this invention. In Fig. 10, the
nuneral 24 designates the personal information of the trainee, and nuneral
24b designates a storage of erroneous answers of the test result of the
trai nee. Nuneral 25a designates test result judging neans; nuneral 28 a
training test question database; and nuneral 29 personal test questions.
Nuneral 36 designates a qualification. Here will be described the
operations . The training flowis simlar to that of Enbodinment 1 so that
t he descrigircdiyti bee doffomnlalt ilbe orahéedivandehhe Y4mahe treacompgtis! | be
described. Atest is nmade as a nethod for judging the ability of the

trai nee, aftydig &’ eHQHE g@ﬁ%\fg@&%@fp&w geisdoriaasubhpat er Sidioedtak 2. 4b in
the personal information 24. Test questions according to nunerous patterns

are preparglddndNe18E FaRiAY LM i HRSEHA LS tﬂ@t@&mﬁ&%& Brb@eepUS

answer data 24b and the training test question pattern j udge the

per sonal f t i J i S 4 e e the
et sonal (o Navdalh Blie'ned A3ind SiSHEh 4 i TRAIALINAY JEFREET,
m st aken quest4d.qQns IS, of ' n t resul t
j udgi ng rreq%h%]’f%ge,d tﬁtf‘gg?‘ggzlﬁ%s' qﬁ%lh?féle%gﬁa@{’ %Bégg%gigﬁl%{e%tdz}ec& gg%t erm ned
qual i fication. As r |t hni evel . of the train ks.ranked. 2
T EnbodiatRe selerbedifo 4tk bREPhE et o ke i A PR RSt g
and billing functipns jn a_custpner suppo system of Enbodipent 6 _of this
i nventi on S0 rLEFHEVE 150e nERRI B nS Bsﬁggigﬁﬁtggaénfﬁ%h F%EIWEEB%OF§ request
fromthe custoner side; nuneral, 31 the flow of a technical SUERO h on the
service preRRrehy ?%EesﬂgneF&lﬁiﬁﬁ¥ﬂi%%%%%Pﬁﬁ@étBFcFﬁ%nFé?ﬁ 'Eé Ysupport
request; nuneral 31b a technjcal support; and nuneral 31lc the end of the
t echni cal X5p6 FIMQERFRRT A4t §aE; 5%%%@°EEMh%FiJffhcaf"vgﬁl@fl*;ect , and
nuneral 32 designates the billing of the technical support. Here will be
descri bed ¥hetpetERIBI. The custoner side makes the technical support
request 30 when it needs the _technical support of the service providing
side. The techni®altheupgare fQr elR HIRiO®sh tPheotvRphe AuRstd6RrRPi®. | n
response to the technical support request 30 fromthe custoner side, the
servi ce prevdgisdnsthe Jagdawe renseptptanddeliskes theae ata agthedpport
and provides the technical support 31b to the customer side. After the end
of the techhizal theppbectromic cbhbteth borrdesndi samethpdonsing sonfirmed
at 41, and the fare is billed at 32 according to the extent of the effect.
As conpar eeledthonrie meddvensi whal be |desaribsidhda bheafokkowioww r &be, t he
billing is made for each technical support so that the expense fox only the
actual |y stepoicecdmsoridan 34i isparevided witht hbeedbretrquigs bwldetdnexpect
the effect that 22 t he expenses on the custoner side can be reduced. .
Mor eover, heardegwstrobba . edfiearns shef bra bmd hagch dusslt iompporask t kbecust one
becones conscious of the cost, which may result to inprove the training
ef fi ci encytbaines eanhed tixe geaerai gsirpo secepers dhb8 adenstenaniacgest t he
training while the training is being provided.

to the electronic bulletin board for the training, and writes

the question therein. The service provider 14 uses the general
purpose browser 15b and answers the question in the bulletin
board. The information written in the electronic bulletin
board can be perused from all the places receiving the common
training. By writing a further question or answer from the
trainee of another customer, therefore, mutual learning can

be made to raise the levels of the trainees.

12



Enbodi ment 7: Fig. 12 is a diagram showi ng an action permtting function by
an action perm ssion key in a custoner support system of Enbodi nent 7 of
this invention. In Fig. 12, nuneral 33a designates action perm ssion key

i ssuing neans of the training text; numeral 33b an action perm ssion key of
the training text; nuneral 33c action perm ssion check neans of the
training text; and nuneral 33d the flow of the action perm ssion key.
Nuneral 42 designates violation detecting neans. Here will be described the
operations. The training flowis'simlar to that of Enbodinent 1 so that
the descri pti on gewer @afl 1vibé Iddardield efl thaVedfectirion ikemdlEser iThedass t he
action perm ssion function of the training text by the action perm ssion

key which dre 2R aaadict wanes Houaski the addedre® dDeed€lP) Bet SF NSt @i Ni Ng
support device for the instructor. The training text 18d is sent beforehand

as the medif gupkras ﬁﬁg\é i 18 NS0 £MFL 1 WTB B ST fler a T ed Bﬁdﬁg) §E§§5910Vi di ng

side, the action per sion key 33b, which is conditione

po oo . . . o th
ot sonal PG Aol OhAre? To 08 BPOOLIR & e Ak HRehe user.
FE d b i e . _— . tted t
|5 Ssued Duc{fiee ACt fls RELAL28h00,LSEHLN0 IRANS, AN thiokEANEAL! Led to

t he cust oner e throu netwo trarnee on the

customer sjde r.eceiv t Qe Ltr ai nj tiing.{he training.tex din the
gener al pu?og‘b%%t%]‘gr%egcﬁqa Il]tcolbrpg‘to elrtﬂ%&%gﬁgr%ﬁpg?bs ‘ﬁﬁae t}c Pgﬁ'lpg?%végi on key
33b when he or.she receives the training,.The action perm ssion.checking
neans 33cmcq1ae8’@c?’hés aocefilﬁpt?r? S gﬁcg;&t"gﬂ %&f‘ﬁuﬁ’g‘&c§ BFOY#31BE ni ssi on
condition such as whether or not, the using period is within the contact
Lerm  the SRR miShFREPPESP ERThG AUERE ig0er The LRTHHI PEERARESHRBDI om | s
found in the check resuylt, the trainee can receive the training. |Ipn case
the acti orf K sERARBRESIE FRTRRE Fhe SORBIERT NAFMARITS LRAESTRERAL i on i s
detected by the violation detection neans 42. Then, this violation
det ect | on PHEERRSS PIRAANAL KOMPALREL S PEr LhALEUEIPAN 1HeoFUBEPREEL S t he
conpensation for the violation. The training, far which the training text
has been stiiet o Thecteairesdp ailftomeguiresthe anguertioetke gBestiphed i s
hi gher than that o the training using the conputer network, and according
to this netlernBlY WY Hs g ithedshetsotradninge sysdeBer vi ce in security
for a specified tinme period. Now, the features of the custoner support
syst em accor di ng4 bas peendesaribed hex¢ injenraveknbedinote! pugvides
addi tional ones. According to a first aspect of the custonmer support system
24  of t M cUshemey EUPRNEr yistepr gonnsds dnge s orampeigIpsystepsfem f or
i nproving the technique of a person engaged in business, conprising:a
conput er sizteedioing ritraidudgicngontentisnromna esexsvicompravidingceigeovi di ng
side to a custoner side through a conputer network; an instructor training
facility fior & caistiongraspde somrwigh ke comptiveer nstweris an inastuatoéor on the
basis of the training contents; and a renote technique training support
devi ce forttaimimgtfacilbity ffor suppoingng paeséorcdsiamlinstauotoy ofi t he
custoner side fromthe service providing side through the conputer network.
the basis of the training contents; and a remote technique

training support device for the instructor for supporting the
technical training of the customer side from the service
providing side through the computer network. Another is a
customer support system further comprising for
transmitting/receiving an ingquiry transmitted from the
customer side to the serxvice providing side and a suppoxrt

therefor by an electronic bulletin board or mail through the

13



According to the first aspect of the custonmer support systemof this
invention, it is possible to reduce the cost for the technical. training
support and to enhance the training effect According to a second aspect of
t he customer support systemof this invention, there is provided a customer
support systemfor inproving the technique of a person engaged in business,
conprising: a conputer systemfor introducing training contents froma
service providing side to a customer side through a conputer network; an
instructor training facility for ‘training a person of the custoner side as
an i nstr ugionputert hettagks Etillleahotharngs @ostiebbrer auwbparitesps e echni que
training support device for the instructor, for supporting the technical
training, fagth@recdptieiidistbuphoer el sttha fuspermsrmsinita diagnosbecser vice
provi di ng side through the conputer network. 25 According to the second

aspect of g 4SSO ERE bABRBY ALY EbEFAL{oh Bt aldPEpthopicdlRabhenef this
system nakes it possible to reduce the cost for thé technical training

support ang EQaﬁExﬂgi{!tEngtn%}:l%n{ iﬁ&@d&ﬁéx‘sgﬁde'% the Jéf‘fitcé)btrﬁ%&ﬂﬂ? aspect,

according to an a third aspect of this invention, e custoner

support SXﬁ&ﬁ?%ﬁfg&$€%hgnghg§g§9§t%8gﬁu&${% égﬁﬁgéégsu ?rtresul

transm tting/receiv an I hqurry transti romithe C SHEF e to the
service provi,din j &S t.theref by an_electronic bulletin
board or &) |tq{%%é‘3égtg’?’ﬁ%2%&§r‘?pﬁ?‘gr8{’ﬁ8t %Fk?%@gg?ﬁi% Y% he additional
third aspect of the c oner support systemof this invention, if is
possible to recé[itk\?g' #‘sg‘&’?geéﬂﬁf‘ga %ﬁ%%%??s e%tschvq;‘}e5msflﬁ8°§gr Wﬁéﬂﬂrovi di ng
side. In any of. the first to third aspects, acc rdifgtto an addi%ﬁonal
fourth asEPTHEIN s HfveMFictHe SFedoiRe shppbtiv%ydGe rur Fher
conprises a conputer systemfor. performng a diagnosti.c support on_the

basi s of tRFETp&EAk PG ARl 3FL L h & uﬁﬁEI‘rPae?h?r’éW ueted #79m t he
custoner side to the service providing side through the conputer network

to transnithe FRRP R EPERRAARRETREELBHENPPOIE 49 SR P ke 4R ENEECHet wor k
According to the additional fourth aspect of the custonmer support system of
this i nverlRhegeiqne i sERbAingnt 1 pakesyvd it moOsHiddfostq crecpier t the

acconpanyi ng the practical operation of the practical machine. In the first
or second HEPEHCAla RRPRATY 96 anskewlal skl ofethe service provider

remotely and offers merits that the cost and time for moving
the man powers can be reduced especially at remote places and
overseas and that technical training supports of higher
qualities canbemade. Moreover, the remote techniquetraining
support device eliminate the need of moving the man power, and
can be applied to a plurality of customers so that a large number
of customers can be simultaneously trained to augment those
merits drastically.

On the other hand, it becomes possible for the customer
to obtain technical supplement and continuous technical
supports at any time by computer. As compared with the
conventional training resorting to the dispatch of trainees,

therefore, the customer can receive more effective training

14



1 fifth aspect of the custoner support systemof this_invention, the. . ...
instructor training facility for traini"ng the instructor is an instructor
training facility of the custoner side using a training text together.
According to the additional fifth aspect of the custonmer support system of
this invention, it is possible to exploit the training text and to receive
the training on the custoner side. In any of the first to fifth aspects,
according to an additional sixth aspect of the custoner support system of
this invention, the instructor training facility is a practical machine

Lrai i g 16 | L4, ACCP" 0LB0oLO, | BRa 20t | @M1 3] Xtk ASPEGL: O BoCUSt orer

support system o s invention, as the practi cal I'me fraining can be
done the training -i ' g of j ' [ or
second as65%??“%%%%?ﬁ$%§£%%gghpgg ?fi(ghgy’ggvggﬁ%té%%%%gpé$§F%&E%%ﬂvention,
t he custonger su rt . systemfurther conprises tes esyl.t judgin ans for
eval uati ng-% %E?9F8§&¥F RET R tlf‘aFﬁﬁHgEF%sﬁ %Eé?%i %‘ﬁr E‘Lﬁ%]tgﬁgnﬂ'ﬂéﬁest
result. According to the addi{ional seventh aipect of the custoner support
syst em of THAININM SHERRET i4nd d0hddGrmes g &b51 65E€Fhe test result. In
any of the first to seventh asgects, according to an 27 ., additiqnal eighth
aspect of this iThEREFHOReY ALPRALE SHEFRRTIdrtS $P¥eRM L e RELCESAPRI si ng
billing means for charging according to the technical support provided.
Accor di ng kaF tiHhke a%mlwbﬁgl Braring puciteshnicale $9peREt s EppoPLaBY st em of
this invention, it is possible to know a proper billing. In the first or
second asp&qrabmr@ﬁdiﬁ%gf texampleddeti ehartriatpowep anteyprisies i ARdnt i on,
t he custonmer support system further conprising simulation nmeans for
cal cul at i tpmal saisvpppioayr beul tur ksl isher iigscospedicadbenserprisesni ng
itemor a training text, and the calculation result is presented to the
cust oner stelshnfwacbiyliwight a &heibadi fiownal Acicotriiagpestthef tekbndealonmer
support systemof this invention, a desired technical training can be
sel ect ed byupperisiatltie aremmeangite, the customer support system can

have similar effects to reduce the cost for moving the manpower

and to make the technical support continuously.

Embodiment 2:

Fig. 7 is a diagram showing a customer support system

of Embodiment 2 of this invention. InFig. 7, reference numeral

36 designates a computer system for introducing training

programs or trainingcontents; numeral 37 apractical instructor

training machine facility for training a trainee into an

instructor; numeral 38 a remote technique training support

device for an instructor, for supporting the technical training

to be done on a site staff by the returned trainee as the

instructor; and numeral 39 a computer system for confirming

the effect of the technical training/support through the

computer network after the practical operations.

Here will be described the operations. In Fig. 7, at
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In the f first or second feature, according to an additional tenth aspect
of this invention, the custonmer support system further conprising action
perm ssion neans for issuing an action permn ssion key, to which a

perm ssion condition is attached, fromthe service providing side to the
custoner side thereby to permt the technical training support action when
the perm ssion condition is satisfied. According to the additional tenth
aspect of this invention, the system can be used when the perm ssion

condition is satisfied. 28 i Wiile the presently preferred enbodi nents of
this i nvergialhake beenichowpvdderdesdisptdysitthe sraonimy pmdgranspd t hat
t hese disclosures are for the purpose of illustration and that various

changes argk gedirtical tipngofipytoe syatend 6 horitthiegrr LBog f tiengeheratope of
the invention as set forth in the appended clains. 29 VWHAT | S CLAI MED

ISt 1. A GUstSuEE peapakl Soid@res A8 tAP6QYh the BembaeBRi Mk a7per son
engaged i n busi ness, conprising: a conputer system ( 36 ) for introducing

training G%S OB i REEY | CAPERERIS NI 42alinbd of lthedchyebpapr side (
19 ) through a conputer network ( 17 ;an instructor training facility (

37 ) for Qi 86 G B PR Une B ot sk e Blord it de 4Palnfity #ackLGUCT OF

for said custoner on t he sI's of sai training contenhts; and a renote

e e A1 B i PRAr LefPHAE rovihdy 'dlad g 0g (i Hed | @iTHRDOT LI N0

the technital al Sal oner romsai d service
Slpport  oystenrigreHip R e R FinE ShlRatatr e n ARsEHRRBE L e,
R L S
CoTPut ot AL dagh BB LETALE] Sk "R b G e
custoner side on the basis of said training contents; and a renqpte
t echni que ¥R%i RFA§REEppSr EFSRBYPEE-( 48 ftPgr Sv h&hen SSHERGH, H3-PE6pporti ng
the technical training, as done by_the instructor of said custoner side (
19 ) , froexeantesdihs dechrdond agidenee (asan APSHEACEAE LBHAR &4tRet wor k
(7). staff. 1In case that, during the technical guidance, the new
instructorwas toreconfirmthecontents of thepracticalmachine
training of Step 2 or confronts any item to be newly confirmed,
necessary information such as the training contents or the
technical items are so obtained by the remote technique training
support device for the instructor, that the training text
provided by the service provider is received by the information
transceiver means l4c on the general purpose browser 18a of
the customer through the computer network 17 and displayed on
the CRT 18c.
At Step 4 or the stage in which the practical operations
of the facility are done, the operation data of the practical

machine facility of the customer 19 are automatically

transmitted to the service provider 14 through the computer
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3. A custoner support systemaccording to Claim1l1 or 2, further conprising
a conputer systemfor 30 transmtting/receiving an inquiry transmtted
fromthe customer side (19) to the service providing side (14) and a
support therefor by an electronic bulletin board or mail. through the
conputer network (17). 4. A customer support system according to Caim2 or
3, further conprising a conputer systemfor performng a diagnostic support
on the basis of the operation data of a practical machine, as transmtted
fromthe customer side (19) to the service providing side (14) through the
conmput er petwerk (17) By ahd asmputettheyseanl 19t aHeheetwitenprosidier (19)

t hrough the conputer network (17). 5. A custoner support system according
to O ai migeopefovher ehRisasddiaghbyebosuthahdi fBef achbhoyié a4 €l
training a person as an instructor is an instructor training facility of
sai d cust QR c3efey(dPbpetatd o F48E MMNEht PHc 11048t BrehbaiAghost pEer
support systemaccdording to Claim1l1l or 2, wherein“said instrictor training
facility Gopfoke! 562 (heAEkAZoniRGH BEolledlBhgOchaEhbELY cticd) Chipd OTe!
support system according to alm r 2, tfurther conprising test result

j udgi ng ne t] .00+ & r.gj. Nl t
question Egggeéﬁga%tﬁ%q{eéss\i@r égu#%%’éei%%u‘éf%%}stggfgoﬁ tg{yfs?,’t“ m{}g%cordi ng
to,daiml or 2, further.c rising billj neans for.charging
accor di ngcf’glpfl%isrt Eﬁlﬁ‘ﬁ?ﬁﬁl sup 8rrtegBF5\7i{éfé]%.t nlc%‘.li%( %ﬂ??gﬁé?ggg%port
system according,to,Caim1 or, 2, rther. conpri sing sinulatjon ans (40)
for cal cuPRiPh§ BaViRE RHGERY %Lﬁﬁec‘b%&?’%er%flgt ﬁﬁgs’erfﬂﬁﬁrﬁggfgﬁet rai ni ng
itemor a training_text, wherein the calculation result is _presented to

sai d cust GHELCTRFel? 1oha the ehechEPRAe LB iFIdM PepEtert Adddr HFRERI® daim 1
or 2, further conpri si n% action_perm ssion nmeans (33a), for issuing an
action peftiics3PBpukey netygpk. 1B IARRCRSE FRILheSS MAEHRE FPBReRrtSat t ached,
fromsaid service providing side (14) to said custoner side (19) thereby to
permit th&EbeespAVdse Pravinay L4pprevides e wroparhexpert §528a1dndi ti on
is satisfied. 32 .AyN9. A3,9. A" . AF, 9. AF& A 9. A39. A99. A L. A(.A & A3, % A3, % A
&% A3; . A3SERTLACT FER Aty A AARIRINSSTY AF RS Righeasan, thebRIIeAIp 9E A | A5

mail or in the form of an online lecture through the computer
network therebytodiagnose/support thecustomer 19. Moreover,
the technical support is done, if necessary, by dispatching
a nearby spot expert 13,

Here in Fig. 7, the practical instructor training machine
facility 37 is provided with the service providing side to
receive and train the trainees of the customer side practically.
However, the practical training of the trainee of the customer
may be done on the customer side by providing the pracltical
instructor training machine facility with the customer side
and dispatch the specialist of the service providing side to
the customer side. Still moreover,l the practical instructor
training machine facility may use the training text together.

As has been described hereinbefore, the customer support
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is similar to that of Embodiment 1 so that thedescriptionhereof
will be omitted, and the remote training will be described.
The training text 18d is a medium such as CD-ROM and is sent
beforehand to the customer. Before receiving the training,
the trainee sets the training text 18d in the general purpose
personal computer 18 so that the training data 18e are displayed
on the CRT 18c. As aresult, the traineecanreceive the lecture
of the training remotely. In the contract of the training
lecture, moreover, an inguiry or questionnaire is executed on
the trainee through the electronic bulletin board or electronic
mail, which has been described in connection with Embodiment
1. For the Introduction of the training contents, the inquiry
or questionnaire isdirected towhat kind of training the trainee
wants to select or receive, or what kind of data, for example,

motion picture, photograph or text the trainee wants to select
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or use as the training text. The result of this inquiry or
guestionnaire is evaluatedby the cost effectiveness simulation
means 40 so that the training cost for the training item or
text the customer desires is calculated and is presented to
the customer by the electronic bulletin board and the electronic
mail, as have been described in connection with Embodiment 1.
The customer confirms the presented contents of that cost and
contracts on the training lecture if the cost effectiveness
satisfies the customer.

In this Embodiment 3, the training text can be directly
referred to so that the access speed can be made higher than
that of the remote training through the computer network. Upon
the contract, moreover, the operations of the training /
technical support can be optimized by the simulation of the
cost effectiveness.

Embodiment 4:

Fig. 9 is a diagram showing a reﬁote training system in
a customer support system of Embodiment 4 of this invention.
In Fig. 9: numeral 23 designates a training text necessary for
the remote training; numeral 23a test data; and numerals 23b,
23c and 234 training texts, which are prepared according to
the level of the trainee, entrance, medium and superior.
Numeral 24 designates the personal information of the trainee,
and numeral 24a designates the stored test results of each

trainee. Numeral 25 designates test result judging means, and
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numeral 26 designates a training selection according to the
personal ability of the trainee. Numeral 27a designates the
flow of test data, and numeral 27b designates the flow of the
test result data. Numeral 32 designates the billing.
Herewill bedescribed the operations. Thetraining flow
issimilar tothat of Embodiment 1 sothat thedescriptionthereof
will beomitted, and the remote trainingsystemwill be described.
As the means for selecting the training text for the remote
training, the trainee takes at first a test for the ability
judgment., The test data 27a are sent from the training text
database 23 or the facilityoftheserviceprovider tothe general
purpose personal computer 18 on the customer side through the
information transceiver means l4c and the computer network 17,
and are displayed on a CRT device 18C. The trainee takes the
test, the data of which are stored as the learning history /
test result 24a in the personal information database 24 on the
service provider slde through the general purpose personal
computer 18 and the computer network 17. The training text
23 is prepared in plurality according to the levels of the
trainees, such as the entrance and medium levels. In the test
result judging means 25, the level of the trainee is classified
into the entrance, medium or the like according to the test
result 24a, and the training is selected at 26 according to
the personal ability. Moreover, the billing 32 is made

according to this selection result of the training,
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Embodiment 5:

Fig. 10 is a diagram showing a remote training system
in a customer support system of Embodiment 5 of this invention.
In Fig. 10, the numeral 24 designates the personal information
of the trainee, and numeral 24b designates astorageof erroneous
answers of the test result of the trainee. Numeral 25a
designates test result judging means; numeral 28 a training
test question database; and numeral 29 personal test questions.
Numeral 36 designates a qualification.

Herewill be described the operations. Thetraining flow
is similar tothat of Embodiment 1 sothat thedescriptionthereof
will be omitted, and the remote training will be described.
A test is made as amethod for judging the ability of the trainee,
and the erroneous answers of the test result are stored at 24b
in the personal information 24. Test gquestions according to
numerous patterns are prepared in the training test guestion
database 28. The erroneous answer data 24b and the training
test question pattern 28 judge the personal weak field by the
test result judging means 25a and prepare the personal test
questions forcusing thecontents similartothoseofthemistaken
questions. On the basis of the judgment result of the test
result judging means 25a, the trainee is qualified at 36 and
given a predetermined gqualification. As a result, the

technical level of the trainee is ranked.
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Embodiment 6:

Fig. 11 is a diagram showing the technical supporting
and billing functions in a customer support systemof Embodiment
6 of this invention. In Fig. 11, numeral 30 designates a
technical support request from the customer side; numeral 31
the flow of a technical support on the service providing side;
numeral 3la an acceptance of the technical support request;
numeral 31b a technical support; and numeral 3lc the end of
the technical support. Numeral 41 designates the confirmation
of an effect, and numeral 32 designates the billing of the
technical support.

Herewill be described the operations. The customer side
makes the technical support request 30 when it needs the
technicalsupportoftheserviceprovidingside. The technical
support is made through the computer network 17. In response
to the technical support request 30 from the customer side,
the service providing side makes the acceptance 3la of the
technical support and provides the technical support 31b to
the customer side. After the end of the technical support,
the effect of the technical support is confirmed at 41, and
the fare is billed at 32 according to the extent of the effect.
As compared with the conventional billing method by a term
contract, the billing is made for each technical support so
that the expense for only the actually supported contents is

paid. It is, therefore, possible to expect the effect that
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the expenses on the customer side can be reduced. Moreover,
as thecustomer expenses for eachtechnical support, thecustomer
becomes conscious of the cost, which may result to improve the
training efficiency because the trainee tries to deepen the
understanding of the training while the training is being
provided.

Embodiment 7:

Fig. 12 is adiagramshowing an action permitting function
by an action permission key in a customer support system of
Enmbodiment 7 of this invention. In Fig. 12, numeral 33a
designates action permission key issuing means of the traininé
text; numeral 33b an action permission key of the training text;
numeral 33c action permission check means of the training text;
and numeral 33d the flow of the action permission key. Numeral
42 designates violation detecting means.

Herewill be described the operations. Thetraining flow
issimilartothat of Embodiment 1 sothat thedescriptionthereof
willbeomitted. Whatwillbedescribedistheactionpermission
function of the training text by the action permission key which
is an additional function added to the remote technique training
support device for the instructor. The training text 18d is

sent beforehand as the media such as DC-ROM to the customer

side. On the service providing side, the action permission
key 33b, which is conditioned for the permission such as the

training term, the information intrinsic to the personal
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computer on the customer side or the information of the user,
is issued by the action permission issuing means 33a and is
transmitted to the customer side through the computer network
17. The trainee on the customer side receives the training
by setting the training text 18d in the general purpose personal
computer 18, and inputs the action permission key 33b when he
or she receives the training. The action permission checking
means 33c checks the action permission key 33b inputted, for
the permission condition such as whether or not the using period
is within the contact term, the used machine is proper or the
user is entitled. If no problem is found in the check result,
the trainee can receive the training. In case the action
permiséion key is illeqally altered, moreover, the violation
is detected by the violation detection means 42. Then, this
violationdetectionmeans 42 halts the services for the customer
19 or collects the compensation for the violation.

The training, for which the training text has been sent
to the customer side, has amerit that the access speed is higher
than that of the training using the computer network, and
according to this method, only the entitled person can use the
service in security for a specified time period.

Now, the features of thecustomer support systemaccording
to this invention will be summarized covering its additional

ones.

According to a first aspect of the customer support systen

24



10( 10(= 10% & ()-33@10% & ()-Y!'i S 10% (I1(& ()-' S

109 & ()-' PQSSSSVA?j = 1 1! FU8 109 ()- ! FS 10%-& ()--FS 109%C& ()- - FS
109 ()--! 3sS 10% - & ()- &3sS 109%& ()- &V<VPV@AVBV+[\\~\= 1 11f=109%& ()-! 3
109 ()-23 109 ()-2 10 10 10@>109% ()-!  FUS 10%-& ()- \\\\__aaa-\= 1

11 >109%0& ()-!'V )g 109 O O& ()-2)g 10%& ()-z!iz 10%OpC& ()-z 10%& ()- 10
10 10aaaaagbccf{Y: 1 1 S 10%& ()-!'V S 10%6(6(& ()-g'L S 10% (& ()-g S
109% & ()-g' S 109%HH& ()-g

of this invention, there is provided a customer support system
for improving the technique of a person engaged in business,
comprising: a computer systemfor introducing trainingcontents
from a service providing side to a customer side through a
computer network; an instructor training facility for training
a person of the customer side as an instructor on the basis
ofthetrainingcontents; and aremotetechniquetrainingsupport
device for the instructor, for supportingthetechnical training
of the customer side from the service providing side through
the computer network.

According to the first aspect of the customer support
system of this invention, it is possible to reduce the cost
for the technical training support and to enhance the training
effect.

Accordingtoasecondaspect of the customer support system
of this invention, there is provided a customer support system
for improving the technique of a person engaged in business,
comprising: acomputex system for introducingtrainingcontents
from a service providing side to a customer side through a
computer network; an instructor training facility for training
a person of the customer side as an instructor on the basis
of thetrainingcontents; and aremotetechniquetrainingsupport
device forthe instructor, for supportingthetechnical training,
as done by the instructor of the customer side, from the service

providing side through the computer network.
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According to the second aspect of the customer support
systemof this invention, theuseof this systemmakes it possible
to reduce the cost for the technical training support and to
enhance the training effect.

In the first or second aspect, accoxding to an additional
third aspect of this invention, the customer support system
further comprises a computer system for transmitting/receiving
an inquiry transmitted from the customer side to the service
providing side and a support therefor by an electronic bulletin
board or mail through the computer network.

According to the additional third aspect of the customer
support system of this invention, it is possible to receive
the technical support easily from the service providing side.

In any of the first to third aspects, according to an
additional fourthaspectofthis invention, thecustomez support
system further comprises a computer system for performing a
diagnostic support on the basis of the operation data of a
practical machine, transmitted from the customer side to the
serviceproviding side throughthe computer network, totransmit
the result to the customer side through the computer network.

According to the additional fourth aspect of the customer
support system of this invention, it is possible to receive
the diagnostic support accompanying the practical operatieon

of the practical machine.

In the first or second aspect, according to an additional
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fifth aspect of the customer support system of this invention,
the instructor training facility for training the instructor
is an instructor training facility of the customer side using
a training text together.

According to the additional fifth aspect of the customer
support system of this invention, it is possible to exploit
the training text and to receive the training on the customer
side.

In any of the first to fifth aspects, according to an
additional sixth aspect of the customer support system of this
invention, the instructor training facility is a practical
machine training facility.

According to the additional sixth aspect of the customer
support system of this invention, as the practical machine
training can be done the training is practical and of a high
quality.

In the first or second aspect, according to an additional
seventh aspect of this invention, the customer support system
further comprises test result judging means for evaluating a
test result using training test question data and the test
result.

Accordingtotheadditional seventhaspect of the customer
support system of this invention, it is possible to evaluate
the test result.

In any of the first to seventh aspects, according to an
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additional eighthaspectofthis invention, thecustomer support
system further comprising billing means for charging according
to the technical support provided.

According to the additional eight aspect of the customer
support systemof this invention, it is possible to know a proper
billing.

In the first or second aspect, according to an additional
ninth aspect of this invention, the customer support system
further comprising simulation means for calculating a training
costonthebasis of theselectionof atrainingitemoratraining
text, and the calculation result is presented to the customer
side.

According to the additional ninth aspect of the customer
support system of this invention, a desired technical training
can be selected by the simulation means.

Inthe first or second feature, according to an additional
tenth aspect of this invention, the customer support system
further comprisingactionpermissionmeans for issuinganaction
permission key, to which a permission condition is attached,
from the service providing side to the customer side thereby
to permit the technical training support action when the
permission condition is satisfied.

According totheadditional tenthaspectofthis invention,
the system can be used when the permission condition is

satisfied.
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While the presently preferred embodiments of this
invention have been shown and described, it is to be understood
that these disclosures are for the purpose of illustration and
that various changes and modifications may be made without
departing from the scope of the invention as set forth in the

appended claims.
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WHAT IS CLAIMED 1IS:

1. A customer support system for improving the technique
of a person engaged in business, comprising: a computer system
(36) for introducing training contents from a service providing
side (14) to a customer side (19) through a computer network
(17); an instructor training facility (37) for traininga person
of said customer side (19) as an instructor for said customer
side on the basis of said training contents; and a remote
technique training support device (38) for the instructor, for
supporting the technical training of said customer side (19)
from said service providing side (14) through the computer
network (17).

2, A customer support system for improving the technigue
of a person engaged in business, comprising: a computer system
(36) for introducing training contents from a service providing
side (14) to a customer side (19) through a computer network
(17); an instructor training facility (37) for training a person
of said customer side (19) as an instructor for said customer
side on the basis of said training contents; and a remote
technique training support device (38) for the instructor, for
supporting the technical training, as done by the instructor
of said customer side (19), from said service providing side
(14) through the computer network (17).

3. A customer support system according to Claim 1 or 2,

further comprising a computer system for
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transmitting/receiving an inquiry transmitted £rom the
customer side (19) to the service providing side (14) and a
support therefor by anelectronic bulletinboard ormail through
the computer network (17).

4. A customer support system according to Claim 2 or 3,
further comprising a computer systemfor performingadiagnostic
supportonthebasisoftheoperationdataof apracticalmachine,
as transmitted from the customer side (19) to the service
providing side (14) through the computer network (17), to
transmit the result to the customer side (19) through the
computer network (17).

5. A customer support system according to Claim 1 or 2,
wherein said instructor training facility (37) for training
a person as an instructor is an instructor training facility
of said customer side (19) using a training text together.
6. A customer support system according to Claim 1 or 2,
wherein said instructor training facility (37) is a practical
machine training facility.

7. A customer support system according to Claim 1 or 2,
further comprising test result Jjudging means (25a) for
evaluating a test result using training test question data and
the test result.

8. A customer support system according to Claim 1 or 2,
further comprising billing means (32) for charging according

to the technical support provided.
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9. A customer support system according to Claim 1 or 2,
further comprising simulation means (40) for calculating a
training cost on the basis of the selection of a training item
or a training text, wherein the calculation result is presented
to said customer side (19).

10. A customer support system according to Claim 1 or 2,
further comprising action permission means (33a) for issuing
an action permission key (33b), to which a permission condition
is attached, from said service providing side (14) to said
customer side (19) thereby to permit the technical training

support action when the permission condition is satisfied.
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