1 SPECIFICATION TITLE OF THE | NVENTI ON ANSWER SYSTEM FOR TECHNI CAL
SUPPORT, AND TECHNI CAL SUPPORT METHOD 5 BACKGROUND OF THE | NVENTI ON The
present invention relates to an answer system for technical support and a
techni cal support nmethod to furnish technical services to a user via a

t el econmuni cati on network. 10 Conventionally, as technical support for a
user, direct support perforned by engi neeris who are sent to the field, or

i ndirect support which is performed by furnishing of technical docunents or
answer papers to inquiry formthe userSPEQEEIGAERFORarri ed out. As an exanple
of the indirect support 15 for a user, the furnishing of technical docunents
to an operat OITITLEY ORiTHE MENVENEION neer, or the answering to an inquiry
fromthe operator or the maintenance engineer, is generally performed in

the follow ng procedynswER BYSTHNE FON TECHNIGM! SUBEORT D AND aCHIGRAT} ment
of 20 a pomer-generatlng facility nmaker receives a request for technical

docunents, or ‘ﬁﬂrﬁdﬁﬂ“ry froma user of a power plant by means of
visiting, telep onlng, csimle or mailing. (2) The person in a charge in
t he bu3|nes% departnment 25 comruni cates the contents of the request or the
t echni cal

BACKGROUND OF THE INVENTION
The present invention relates to an answer system for
technical support and a technical support method to furnish
technical services to a user via a telecommunication network.
10 Conventionally, as technical support for auser, direct
support performed by engineers who are sent to the field,
or indirect support which is performed by furnishing of
technical documents or answer papers to inquiry form the user,
has been carried out. As an example of the indirect support
15 for a user, the furnishing of technical documents to an
operator or a maintenance engineer, or the answering to an
inquiry from the operator or the maintenance engineer, is
generally performed in the following procedures.
(1) A person in a charge in a business department of
20 a power-generating facility maker receives a request for
technical documents, or a technical inquiry, from a user of
a power plant by means of visiting, telephoning, facsimile,
or mailing.
(2) The person in a charge in the business department

26 communicates the contents of the request or the technical



2 inquiry to a person in a charge in a technical departnent of the centra
of fice by the above-nentioned neans. (3) The person in a charge in the
techni cal department confirns contents of the request or the technical
inquiry, 5 and sends themto a design, inspection, or fabrication
departnment in charge in a factory directly responsible for these contents.
(4) A person in charge in the factory confizrnms the contents of the request
or the technical inquiry, and prepares 10 the requested technical docunents
or an answer tOLnQRLry cehrg RErsomUin B I gEhd mpree frecdun itaadh slepar toenbrent s
or the answer to the technical inquiry is sent to the person in a charge in
the technical depathersrdntafal hef £iod ey tdid | alove-mdid)idmesd Ipeandie t echni cal
docunents or answer is sent to the user of the power plant via the person

in a charge in the sy raesSpéedan littalchdFys in Bhkhee bRV Ea I P rtafbnt
conventional procedures, the request for the technical docunments concerning

the 20 operati %&fiz‘#@ dBiit{Exﬂ!‘aa%‘*‘fethr Eﬁgﬁeéeq&fr%&%ﬂé%uﬁit%iq,he

technical itenms, are first sent tot I ness department. |
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visiting, 25 teﬁéﬁg¥¥géﬁk fﬁmgiggéeeinog PgéL$P€'direct1y responsible for
these contents.

(4) A person in charge in the factory confirms the
contents of the request or the technical inquiry, and prepares

10 the requested technical documents or an answer to the
technical inquiry.

(5) The prepared technical documents or the answer to
the technical inquiry is sent to the person in a charge in
the technical department of the central office.

15 (6) Lastly, the technical documents or answer is sent
to the user of the power plant via the person in a charge
in the business department.

Thus, in the above-described conventional procedures,
the request for the technical documents concerning the

20 operation or the maintenance, or the inquiry concerning the
technical items, are first sent to the business department.
Further, the person in charge in each department selects the
next person in charge, and sends the necessary information

to the selected person in turn by means of visiting,

25 telephoning, facsimile, or mailing.



3 As described above, to inplenment technical support for a user, technical

I nformati on has been conventionally conmmunicated in the form of docunents
such as technical docunents, an inquiry paper, etc. Such as a conmunicati on
5 means cannot quickly correspond with a request for technical support from
a user. Therefore, quick and accurate technical support has been strongly
desired. SUVMARY OF THE | NVENTI ON 10 The praesent invention has been achi eved
in consideration of the above-described problens, and is ained at

provi di ng an answer Assdesctibedadovaatosimplenentdeshnicainsepportfivor t

met hod, which are capable of quickly and accurately perform ng technical
support to a refuesdr prtechnildal ncpfoymdtion chas dieenf cameeybondElypbove

obj ective, the present invention provides an answer system for technical

support for f UsdpmhinivhdiE N Gale | #5296 oM | B RS & BSudil 3as! technical
t el ecommuni cati on network, the answer system for technical 20 support
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a user via an internet; an inqul a base for storing t

inquiry information ilch h n.recejved b he ryer; fi.re. wall
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I nquiry-informati on data base, fro beigg 4 ] .
support from a user. Therefore, quick and accurate technical

support has been strongly desired.

SUMMARY OF THE INVENTION
10 The present invention has been achieved in
consideration of the above-described problems, and is aimed
at providing an answer system for technical support and a
technical support method, which are capable of quickly and
accurately performing technical support to a request or an
15 inquiry from a user.

To achieve the above objective, the present invention
provides an answer system for technical support for
furnishing technical information services via a
telecommunication network, the answer system for technical

20 support comprising: an web server for receiving information
of an inquiry sent from a user via an internet; an
inquiry-information data base for storing the inquiry
information which has been received by the web server; a fire
wall for preventing the information of the inquiry, which

25 is stored in the inquiry-information data base, from being



accessed by outsiders via the tel econmunication network; an intranet for
comuni cating the information of the inquiry, which is stored by the web
server, to an information service furnisher; an input unit for inputting an
answer which 5 responds to the information of the inquiry, which has been
communi cated via the intranet; and a mail server for sending the answer to
the information of the inquiry, which has bBeen input by the input unit.
Further, to achieve the above objective, the present 10 invention provides
a technical supmgessest bydovisidensshiadghet behacommunibéatinni netwerk; aos vi a
a tel ecommuni cation network, the technical support nethod conprising the
steps of: recemirghétfformaiommundicatingngher infoenhatiom &f Udns ivigmirgn
internet by using a web server, via a fire wall for 15 preventing the

information of yJieH AGUsEX¥rea sy RelcUeBCSESPSS, oy af! {1ef ok for iseriviRe
t el econmuni cation network; storing the information of the inquiry, which

has been taken j J i - 1.nf t4 ﬂ{aéﬂ,bﬁ;i er:
comuni cating t @@nﬁﬁk@%n{#m?h‘g{ﬁqﬁjﬁy, I C aés}ybéelg%gggﬂg%l?ed by
the web servyer, _to an iq&p& ti.o -furanhin? Eﬁ%t. via an i.nira and

or et %
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comruni cated to the infornation-furhishing unit, to the user via a ngil

server. 25 5 GHEEmigked FiACkpeririRTstPRde mail server for sending

the answer to the information of the inquiry, which has been
input by the input unit.
Further, to achieve the above objective, the present

10 invention provides a technical support method of furnishing
technical information services via a telecommunication
network, the technical support method comprising the steps
of: receiving information of an inquiry sent from a user via
an internet by using a web server, via a fire wall for

15 preventing the information of the inquiry from being accessed
by other users via the telecommunication network; storing
the information of the inquiry, which has been taken into
an inquiry-information data base by the web server;
communicating the information of the inquiry, which has been

20 stored by the web server, to an information-furnishing unit
via an intranet; and sending an answer which responds to the
information of the inquiry communicated to the

information-furnishing unit, to the user via a mail server.

25



Fig. 1 is a schematic diagram show ng the conposition of an answer system
for technical support of an enbodi nent according to the present invention.
5 Fig. 2 is a schematic diagram show ng the conposition of an answer system
for technical support of another enbodi nent according to the present

i nvention. Fig. 3 is a schematic flow of processes perforned by the answer
system for technical support of the presents 10 i nvention. Fig. 4 is an
exanpl e of a display showing an inquiry and an answer to the inquiry. Figs.
5(a) and 5(b) BRIEFPESCRIRNIAON QR EHE IRAWINGS t echnical information

i ncl udi ng voice and image data. 15 Fig. 6 is a flow chart of processes
performed in the an®igy. 1yisansichematdics daageani sholrbng chelcdmptisition
invention. Fig. 7 is a flow chart of processes perfornmed in the answer

system for an idf GinTinseRrS 8isitem EBENtEERK1AAT XS sbPart Of tdif eRbddient
I nvention. 20 Fig. 8 is an exanple of a picture displayed on the screen for

| nput operati o%dy%uh‘ﬁ[}hir& A d %ﬁ%ﬁ}’ex{’é’ fvbif¥iodfl 9- 9 is an exanple of a

pi cture displ aye screen | nput operations which are perforned by

oS ot O, 10,15 TREOPAE Pe RN By R R0y AL
a picture di splggeé:ln Oannévpeer system for technical support of another
embodiment according to the present invention.
Fig. 3 is a schematic flow of processes performed by
the answer system for technical support of the present
10 invention.
Fig. 4 is an example of a display showing an inquiry
and an answer to the inquiry.
Figs. 5(a) and 5(b) are examples of displays showing
technical information including voice and image data.
15 Fig. 6 is a flow chart of processes performed in the
answer system for users according to the present invention.
Fig. 7 is a flow chart of processes performed in the
answer system for an information service furnisher according
to the present invention.
20 Fig. 8 is an example of a picture displayed on the screen
for input operations which are performed by a user.
Fig. 9 is an example of a picture displayed on the screen
for input operations which are performed by a user.

Fig. 10 is an example of a picture displayed on the

25 screen for input operations which are performed by a user.



screen for input operations which are perforned by a user. Fig.

exanpl e of a pi
performed by a

furnisher. Fig.

12 is an

cture displayed on the screen for input operations which are

user. 5 Fig. 13 is an exanple of a picture displayed on the
screen for input operations which are performed by an information service
14 is an exanple of a picture displayed on the screen for

| nput operations which are perforned by an €0 information service furnisher.
Fig. 15 is an exanple of a picture displayed on the screen for input

oper ati ons whi ch are Rigg{ ckheis @n axanpifoafhtd picome o spkayeaham tHhey.

16

I's an exanple of a picture displayed on the 15 screen for input operations
whi ch are perf osepsemyEan inputooperiationsr whdehf arei peeforhed. by 7a ivsean
cture displayed on the screen for input operations which are
perforned by an infaFygl ipn Serad Exdnfid dera pidhire displayl @mgle of
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screen for input operations which are performed by
information service furnisher.

Fig. 14 is an example of a picture displayed
screen for input operations which are performed by
information service furnisher.

Fig. 15 is an example of a picture displayed
screen for input operations which are performed by
information service furnisher.

Fig. 16 is an example of a picture displayed
screen for input operations which are performed by
information service furnisher.

Fig. 17 is an example of a picture displayed
screen for input operations which are performed by
information service furnisher.

Fig. 18 is an example of a picture displayed
screen for input operations which are performed by
information service furnisher.

Fig. 19 is an example of a picture displayed
screen for input operations which are performed by

information service furnisher.
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screen for input operations which are performed by an information service
furnisher. Fig. 21 is an exanple of a picture displayed on the 5 screen for
i nput operations which are perforned by an information service furnisher.
Fig. 22 is an exanple of a picture displayed on the screen for input
operations which are perforned by an information service furnisher. 10 Fig.
23 is an exanple of a picture displayed on7the screen for input operations
which are performed by an information service furnisher. Fig. 24 is an

exanpl e of a pictureFdigspl2dyds em exampder odn af pricitupet ddsplayieshonvheh are
performed by an 15 information service furnisher. Fig. 25 is an exanple of a
pi cture displ aysrre®n tfor inpuweecrogeratignsg wipsrhatdmen pestfiaxmest doypeaad or med by
an information service furnisher. Fig. 26 is a picture show ng exanpl es of

i nput of the 2ZGfcdnfdtdel seiRdidd Ogrmivhdesults of the retrieval
DETAI LED DESCRI PTI ON OF THE EMBODI MENTS | n accordance with the above system

or nethod provided thlprl%sqﬁt ipild U aa#ﬂ%%'iu“ea'&ﬁ&ﬁ%ﬁf%da SNl peer ver

which 25 is provide a Information“service furnisher I a“an

neernet . 280 AL LAOUNBAD)o R SR Al Uichoost JOLALARIA Ay Sprther
information service furnisher.

Fig. 22 is an example of a picture displayed on the
screen for input operations which are performed by an
information service furnisher.

10 Fig. 23 is an example of a picture displayed on the
screen for input operations which are performed by an
information service furnisher.

Fig. 24 is an example of a picture displayed on the
screen for input operations which are performed by an

15 information service furnisher.

Fig. 25 is an example of a picture displayed on the
screen for input operations which are performed by an
information service furnisher.

Fig. 26 is a picture showing examples of input of the

20 retrieval conditions and results of the retrieval.

DETAILED DESCRIPTION OF THE EMBODIMENTS
In accordance with the above system or method provided
by the present invention, a user can access a web server which

25 is provided by a information service furnisher, via an



web server, the inquiry is automatically stored in the web server. This
inquiry is periodically and automatically taken 5 into a second web server,
and an answer to the inquiry is created in an answer center. Lastly, the
created answer is sent to the user by e-mail. That is, the user can easily
and tinmely acquire the information which he needs. By the answer system of
the present invention, since the informatien 10 service furnisher can
instantly recogni ze what kind of information the user needs, or what kind
of inquiry he hiasteriéie, fandiadwpriosan(dpmisid) xeskof kdissabessedicti viti es.
Thus, busi ness advantages are brought about by the information-exchange

bet ween t he useinfoiindtivod UIFuiiasy, Al thtSuseeobfiputi Bis Viidgwioy tdadhe
i nformati on-exchange, this comercial val ue being changed dependi ng on the

quality (contgiKp)serdver A4 Iltmquﬁ?d &hsuﬁbﬁaegcanyh@téyealwchhe web
i nf ormation service, is determ ned his can bring a “information

service-furni S@é@v@#sbﬁigsﬁgﬁﬁﬁﬁ %S’Pfﬁdlgé’lfgat%"&ﬁt Bt PEaH]§ THicon Wi th

t he above system or oVl e pres | nve I on, eries of

i nquiry nungers are given to i.nquiries sent from each usqﬂ"ee and t.he .,
inquiries d&e ’c'b‘f‘&%tsé?ﬁ '§fi 1 1200 Al ARSYRS 4O ¢ M Yed S are
conpl eted. Therefore, IS easy to manage the prevention 25 of any oni ssion

or delay in ans‘?@éﬁ‘??&dt’d‘ tafe ANEWET F8§te£nd1'95 Ynckhe (ereated ranswer ds

stored in a data base, the tinme- series control or the reuse of the answers
to the respectisent to the user by e-mail. That is, the user can easily and

timely acquire the information which he needs. By the answer
system of the present invention, since the information

10 service furnisher can instantly recognize what kind of
information the user needs, or what kind of inquiry he has,
the furnisher can optimally conduct business activities.
Thus, business advantages are brought about by the
information-exchange hetween the user and the furnisher, and

15 a commercial value of the information-exchange, this
commercial value being changed depending on the quality
(contents), the quantity, and the timing of the supplied
information service, is determined. This can bring a
information service-furnishing business into existence.

20 Moreover, in accordance with the above system or method
provided by the present invention, a series of inquiry numbers
are given to inquiries sent from each user, and the inquiries
are consistently managed until answers to all the inquiries
are completed. Therefore, it is easy to manage the prevention

26 of any omission or delay in answering to the inquiries, and



I nquiries, has beconme possible. Hereafter, details of the enbodinents wll
be explained 5 with reference to the drawings. Fig. 1 schematically shows
the conposition of an answer systemfor technical support of an enbodi nment
according to the present invention. Meanwhile, although an answer system
for technical support, which is used by a user in a power 10 plant, wll be
explained in the follow ng as an exanple ofs an object facility to which the
present invention is applied, an object facility to which the present

i nvention is appinee the imquirkesiaredsteored bmsaedatyshasef otha piowes
plant. In each power plant to which an answer systemof this 15 enbodi nent
is applied, congeiibés comiraldbirl €hé ateuisenbf ChevinEwersy @outhd s miiateor s
or mai ntenance engi neers (hereafter referred to as users), are provided.

Each user can Upgq@iriéd} SKaE!ibeddmé NSosPiWLE ers 1 and the nobile termnals
2. Also, the user access an answer system5 for the uses, which is 20

incorporated in a welySSlyAled {ig%ﬁg?gr& £ 56 bmiodl e?lt%qﬁgirlj b&:égfﬁ]hﬁgﬁiﬁ

(hereafter referred to as an in 'on service urnrs
internet. A fi re.gﬁl Iﬁ%?a I S p{ov' ded.to0 .lg)revent an unright eous access
performed by anbi® sTHESHEREHEC (HRTF MERAMI%9%nd it pernits an access to the
answer system 25 5 for, the users, which is conducted by, a registered user.
10 The answer syst erfi3d f drsehpmatisal iy, shows Lhs, crppesitirsPHrsARSYST
program (1) 6 for displaying a |login

system for technical support of an embodiment according to

the present invention. Meanwhile, although an answer system
for technical support, which is used by a user in a power
10 plant, will be explained in the following as an example of
an object facility to which the present invention is applied,
an object facility to which the present invention is applied

is not restricted to an answer system for a power plant.
In each power plant to which an answer system of this
15 embodiment is applied, computers 1 ormobile terminals 2 which
are used by operators or maintenance engineers (hereafter
referred to as users), are provided. Each user can use an
internet via the computers 1 and the mobile terminals 2. Also,
the user access an answer system 5 for the uses, which is
20 incorporated in a web server 4 for users, set up by a power
plant maker (hereafter referred to as an information service
furnisher) via the internet. A fire wall 17a is provided to
prevent an unrighteous access performed by an outside person
(outsider), and it permits an access to the answer system

26 5 for the users, which is conducted by a registered user.



picture, a menu picture, an inquiry format picture, and taking in data

I nput fromthese pictures; and a plurality of data 5 bases such as a
docunent data base 7 in which docunents disclosed to the users are stored,
an inquiry history data base 8 in which a history of all inquiries sent
fromthe users is stored, an inquiry content data base 9 in which
information on inquiries input to the webiserver 4 for the users (to the 10
i nformati on service furnisher), etc. Further, a retrieval system71 for
retrieving infornati Cthetanswer rsysieemfovBoridthe weses ihceBydds ian sit uat ed
in the answer system5 for the users. Also, afire wall 17b is provided to

prevent outsi deisférmat ien Praandsgihe proheamc¢dnds Fir deésptayiigoa oygin
intranet 11 15 which is provided at the side of the infornmation service

furni sher. In thece@sdeh mimd pitBulal, ddEnye£Ey el pictePEPARA% ASing
descri bed above, information of the inquiry which the user has registered

inth t f h h ' | A7 d

5 automt | cal | PSSR et i Thbee BIEEZEY QUA S CPILELYGY of e
tri I t 71 retri L nf ' in th b t data b

7o e T nadh r PRRSE oF§ehah Bageghent A8ke pans FyRHCrBERE "RarwsShle S °

I n accordance to,the request input by the user. An answer system 12 for the

i nformati on serdigelosed ot usens axe stopefar 88 1RARLEY | histemy data g

situated 11 in the second web server 10. The answer system 12 for the
i nformati on serbage & ynwhiel ajhis tery ofnal hilpgwirises sent from the users

is stored, an inquiry content data base 9 in which information
on inquiries input to the web server 4 for the users (to the

10 information service furnisher), etc. Further, a retrieval
system 71 for retrieving information stored in the above data
bases 7, 8, 9 is situated in the answer system 5 for the users.
Also, a fire wall 17b is provided to prevent outsiders from
encroaching on the second web server 10 or an intranet 11

15 which is provided at the side of the information service
furnisher. In the answer system 5 for the users which is
composed as described above, information of the inquiry which
the user has registered in the answer system 5 for the users,
passes through a fire wall 17b, and is automatically taken

20 into the second web-server 10. Further, the retrieval system
71 retrieves information in the above document data base 7,
the inquiry history data base 8, and the inquiry content data
base 9, in accordance to the request input by the user.

An answer system 12 for the information service

25 furnisher, which is operated in the intranet 11, is situated



processing program 14 for periodically taking in contents of respective
inquiries sent formthe users, which are stored 5 in the inquiry content
data base 9, and for creating each answer, which is inplenented by a answer
center 18; an inquiry content data base 15 in which the contents of
respective inquiries sent formthe users are stored; an automatic
translation program 16 for translating, forniexanple, an 10 inquiry witten
in a foreign | anguage such as English to a Japanese inquiry; an electronic
meeti ng systemil8 the weadnd aelkeatenrweratidst Thee ansogenr \sysdem fi2oficrh&heser
Is held online; an inquiry history data base 72 in which a history of al

I nquiries sent ifnformdici o adervice sSfurmikher tiandiuded alpcinfsemadbisint a base
73 in which technical docunments such as design specifications, design

drawi ngs, etc. pdtbssiny p am SMP RSP o ritdilciT e \WakhngTiQl nt@ntsh the
inquiry history data base 7Z or the technical docunent data base 73. The

ansver - cent e 'dg L0pLUISTeU ndeASies QUG AOM bhel SE8HY | WI1 20 ARt i ng
person 19, one regiohal inqulry-nanagi ng person 20, oné translator , one

answer - cr eat.i ng, per,son, 22.. and ne ,syst.em.managj n rson 23. .Further
processes. Prp Bhered 1B ¥ camiip S Ar L RaRE Yy 2ol Y srapp i Son

persons while using an | nforpmation processin rogram (2) 25 14. Al sq, the
retrieval syst eﬁ'ﬂs?gﬁ? e!"PilE@e’ss FHPEJFFPEPFSH lﬁ!?g f@’(%‘FeéﬂcPé\tFﬁelq;nﬁﬁiW“éﬁ'ﬁt ent

data base 15 or the inquiry history data base 73 in accordance with the
request sent freeptent data base 15 in which the contents of respective

inquiries sent form the users are stored; an automatic
translation program 16 for translating, for example, an

10 inquiry written in a foreign language such as English to a
Japanese inquiry; an electronic meeting system 13 by which
a meeting about the inquiry sent from the user is held online;
an inquiry history data base 72 in which a history of all
inquiries sent from the users are stored; a technical document

15 data base 73 in which technical documents such as design
specifications, design drawings, etc.; and a retrieval
system 74 for retrieving information in the inquiry history
data base 72 or the technical document data base 73. The answer
center 18 includes at least; one inquiry-receiving and

20 allocating person 19, one regional inquiry-managing person
20, one translator 21, one answer-creating persomn 22, and
one system-managing person 23. Further, processes
implemented for creating each answer are executed by these
persons while using an information processing program (2)

26 14, Also, the retrieval system 74 retrieves information



the answer center 18. The contents of the answer created by the answer
center 18 are nmade up as an answer docunent 25, 5 and this answer docunent
25 is sent to the user by e-mail via a nmail server 24. The user accesses
the web server 4 for the users, in which the answer system5 for the users
I's incorporated, via the internet 3, by inputting the mail address of which
the 10 user are infornmed in advance, whileizsing the conputer 1 or the
nobile termnal 2. Further, the user logins with his identifier and a
password, of whtdred in the cmguinn cohtende daten hase 15 oir dihg umguiry

di spl ayed by the answer system5 for the users. Al so, the user sends his

i nqui ry to the mbbtcey datalbade (73 ihrcamsianceowithcthe e guesansest flaaunent
or a technical docunment according to guides which are displayed in pictures

shown by the infpé nBiduwdlr Reftessigy PROHHBdnlds &f VRaNGNEWEYr cltdSLédHENt S
of the inquiry sent by the user are stored in the inquiry history data base

§ and the inquigye LAY dalte?ddase RadbUnb/es "Bh Sanduis Rl 7268

i nformation for l¥%perat I ons or m(}l nt enange o?btﬁéen%? anl% ‘J{?'E-)mt e di sc% dsed
docunent dat.a base .. The infor l.on .s i.ce furnisher situates the answer
center 18 cd?rrpo%’é %l?lﬁ haensl"ﬁeqlﬁi#?;é“rﬁ;ecneﬁv I‘%rllgmarﬁiana'? Itoocg:thleng“él%ebﬁ'eres'%f?qg,

t he regi onal i nqui r%- managi n% Eer n 20, the 13 translator 21, the
answer - cr eat i ngvpRradiadbe s X * system managi ng person 23, in the

envi ronnent of the intranet
The user accesses the web server 4 for the users, in

which the answer system 5 for the users is incorporated, via
the internet 3, by inputting the mail address of which the
10 user are informed in advance, while using the computer 1 or
the mobile terminal 2. Further, the user logins with his
identifier and a password, of which he is informed in advance,
on the first picture displayed by the answer system 5 for
the users. Also, the user sends his inquiry to the web server
15 4 for the users, or receives an answer document or a technical
document according to guides which are displayed in pictures
shown by the information processing program (1) 6. Meanwhile,
the contents of the inquiry sent by the user are stored in
the inquiry history data base 8 and the inquiry content data
20 base 9. Furthermore, the user acquires information for
operations or maintenance of the plant from the disclosed
document data base 7.
The information service furnisher situates the answer
center 18 composed of the inquiry-receiving and allocating

25 person 19, the regional inquiry-managing person 20, the



11. By the answer system 12 for the information service furnisher, the
contents of the inquiries sent by the users 5 are passed trough the fire
wal | 17, and are automatically taken into the inquiry content data base 15.
Here, automatic retrieval processing is. executed in the answer system 12
for the information service furnisher, and if there is a new inquiry, a
fixed-forme-mail is automatically sent toighe 10 inquiry-receiving and

al l ocating person 19 in the answer center 18. By receiving the fixed-form
e-mai |, the inouranslaemei 21 Hoclsecamswer-at reut ey goerddn r22pgamd esheé hat a
new inquiry has sent froma user. Then, the person 19 accesses 15 the

second web ser Vgfs tléinidandyidy pBessniE/ ianteahdirbahentf tRE GG idnEt
service furnisher is incorporated, via the intranet 11. Further, the person

19 logins into { CORE anlie Syent U3 Nedh! Gl ! dE{onYebivide for

1e
the information sé%&ice furn|§ﬁ IS 1 ncorporated, and corresponds wth the

20 inquiry sent.fromthe user c%cé%)ern%iigl_ftagp%%ﬁﬁgﬁgspgg&g teg%tregésgeh .

i nformati on processing pfogram e “person 1
nter 18, and sends a

next person _in charge in_the nbers _of the answer c
request for Sworkr® ?%%‘bo‘h‘fn‘?‘ft%'vﬁ % fike i"fﬂ?tﬁ r]f7't c?”c‘ﬁé“é%laéttt% by
using 25 a fixed-forme-mail function provided in the information 14
processi ng progtakeq Antpthe inguiny wontepd data basy 1bheHera; Automakic
service furnisher.
retrieval processing is executed in the answer system 12 for
the information service furnisher, and if there is a new
inquiry, a fixed-form e-mail is automatically sent to the
10 inquiry-receiving and allocating person 19 in the answer
center 18.

By receiving the fixed-form e-mail, the inquiry-
receiving and allocating person 19 recognizes that a new
inquiry has sent from a user. Then, the person 19 accesses

15 the second web server 10 in which the answer system 12 for
the information service furnisher is incorporated, via the
intranet 11. Further, the person 19 logins into the second
web server 10 in which the answer system 12 for the information
service furnisher is incorporated, and corresponds with the

20 inquiry sent from the user according to procedures presented
by the information processing program (2) 14. Lastly, the
person 19 selects the next person in charge in the members
of the answer center 18, and sends a request for work

correspondingwith the inquiry to the selected person by using

25 a fixed-form e-mail function provided in the information



The regi onal inquiry-managi ng person 20, the translator 21, or the

answer -creating person 22, who has 5 received the fixed-forme-nail of the
request for work corresponding with the inquiry, logins into the answer
system 12 for the information service furnisher, and corresponds wth the
inquiry, in the sane manners as the inquiry-receiving and allocating person
19. Then, they select the next person 10 ingscharge in the nmenbers of the
answer center 18, and sends a request for work corresponding with the

inquiry to the prateass ity AeFeeraby () fixeit fthen sy -syistsdm Y12 thsr amaner
docunent which has been created in the answer center 18 is sent to the user

by the inquiry-ifeSindt o Nsk & 1€ 4 A simeer son 19 by nmeans of e-nmmil via
the mail server 24. Meanwhile, in the answer center 18, the answer docunent

is efficiently creatgd %E%lt'\t\lﬁq Utonat i ot P%':Prh r m 16 and
the el ectronic neeting s%@tﬁm , 3 '@#‘I]gre r*aﬁfkl{«irh%o cLe g’ng\%\qﬁeé? system 12
for the informati on service furnigher. 20 Fig. 2 schenaticah%¥ sho t he
conposi tion of 'éﬁg%‘?r g’y‘st%?n*f F INTIRE car e ke LTOn he“:ﬁ"\é\ﬁbﬁi nent
according to the present invention. Meanwhj|e, explanations of the same
el ement s as 5t hokeceived tthe fixednform eipathof fheweguesth for wombdi nent
shown in Fig. 2, both the answer 25 systens 5 and 12 for the users and the
i nformati on sercbrrespondingivitbrthe énguivyy, ddbging hatedihesanswer syfsdemt he
users. in this enbodi nent, although the users and the information
12 for the information service furnisher, and corresponds
with the inquiry, in the same manners as the inquiry-receiving
and allocating person 19. Then, they select the next person
10 in charge in the members of the answer center 18, and sends
a request for work corresponding with the inquiry to the
selected person by a fixed-form e-mail. Lastly, the answer
document which has been created in the answer center 18 is
sent to the user by the inquiry-receiving and allocating
15 person 19 by means of e-mail via themail server 24. Meanwhile,
in the answer center 18, the answer document is efficiently
{ created by using the automatic translation program 16 and
the electronic meeting system 13, which are linked to the
answer system 12 for the information service furnisher.
20 Fig. 2 schematically shows the composition of an answer
system for technical support of another embodiment according
to the present invention. Meanwhile, explanations of the same
elements as those in Fig. 1 are omitted in the following.

In the embodiment shown in Fig. 2, both the answer

25 systems 5 and 12 for the users and the information service



service furnisher use one web server jointly, the technical support for the
users can be perforned by the sane operations 5 as those in the enbodi nent
shown in Fig. 1. In Fig. 3, a schematic flow of processes which are
performed by the answer systemfor technical support according to the
present invention, is shown. In step 111, if the user sends an inquiry
concerning 10 the operation or maintenancesof a power plant to the

i nformati on service furnisher, he connects his conmunication termnal to
the system at thersisieepfardcsitiatedtimtinemelssefvanisfor i dsend .S
information of the inquiry. In step 112, the input information of the

inquiry is sentydrgiid kanbbainfetic ! Q1thSuigh! €hBBhH58Ps SR | ¥ife filFH i ion
Moreover, in step 113, by perform ng the process to store the information

of _the 1 NQU IyedApiite IS sk ohl Stk R VA 181k G, SLEE «ilnid ity

users, the information of the inquiry can be store data base 114. 20
In step 115, the info ti of the inquir ent from. .the_user is r.eceived
by the veb ser VETPREEE For,Fhe disens paP RS PERIEERGAEY e FaRE Coamatal® 116,
contents of the received information of the inquiry, is first confirnmed. For

exanpl e, it % s WrFResRARNRE FBRPAYReRY SheMNt L0 (T r etej ved 25
information of the inquiry concerns from anong groups of 16 conponents,
such as turbines, genkh digs, 3 awkisshematie fies of rgearses whnich faxel
wat er system control devices, etc.

performed by the answer system for technical support

according to the present invention, is shown.
In step 111, if the user sends an inquiry concerning

10 the operation or maintenance of a power plant to the
information service furnisher, he connects his communication
terminal to the system at the side of the information service
furnisher, and inputs information of the inquiry. In step
112, the input information of the inquiry is sent from the

15 user to the information service furnisher. Moreover, in step
113, by performing the process to store the information of

L the inquiry input by the user in the data base at the side
of the users, the information of the inquiry can be stored
in a data base 114.

20 In step 115, the information of the inquiry sent from
the user is received by the web sexrver set up by the
information service furnisher. In step 116, contents of the
received information of the inquiry is first confirmed. For
example, it is confirmed what group of components the received

26 information of the inquiry concerns from among groups of



whi ch have been classified in advance. Moreover, in step 117, if the
inquiry sent fromthe user is witten in a foreign 5 | anguage, the inquiry
is translated as the need arises. Meanwhile, the order of the
content-conformation process (step 116) can be pernutated with that of the
translation process (step 117). In step 118, information stored in a data
base 119 is 10 retrieved in order to createe an answer to the information

of the inquiry whose contents have been confirmed. In the data

base-retri eval compomentistsywcl 88)turthimest generagors, awilisdyvachineshat an
answer which is nost suitable for the contents of the inquiry, is selected

from anong ansinponientdd ik a Felelde wdtled bgseeﬁwcbm&d\laaewcﬁext etkn, step
120, an answer to the inquiry sent fromthe user is created based the

result = of theifldh f¥e Hé%fnfeiHﬁglfﬂeathpa34§nc5'ernforé6béﬁ Cinlddep 115, 'S
possible to translate the created answer to a foreign |anguage answer

the need demnﬁo)th% RIS st ﬁ%ﬁma.é%?geegfseaﬁ%eme ALy gglggtlon

Pprocess (St ep e user Vvia el ecommuni cat 1 on n

Lastly, in p 124 receives  the We from .

D o Tt | 0nB a6 ARBASn CBife A AT, iy S SORIAESY, 5 (6t R AES% an
answer docunent 125 to his inquiry. 25 Meanwhile, the inquiry sent fromthe
user, and the Meamwhide, dhescrder of dhe sontentscondPrmatiqn iRERCRRser

history information in the data base 119. In this way, by
(step 116) can be permutated with that of the translation

process (step 117).
In step 118, information stored in a data base 119 is
10 retrieved in order to create an answer to the information
of the inquiry whose contents have been confirmed. In the
data base-retrieval process (step 118), the retrieving is
carried out so that an answer which is most suitable for the
contents of the inquiry, is selected from among answers stored
156 in the data base 119 in advance. Next, in step 120, an answer
to the inquiry sent from the user is created based the result
of the retrieval performed in step 118. Here, in step 121,
it is possible to translate the created answer to a foreign
language answer as the need demands. In step 123, the answer
20 created in the answer-creation process (step 120) is sent
to the user via the telecommunication network. Lastly, in
step 124, the user receives the answer sent from the
information service furnisher is received. Thus, the user
can obtain an answer document 125 to his inquiry.

25 Meanwhile, the inquiry sent from the user, and the



storing the information on the inquiry and the answer to the inquiry in the
data base, it becones possible to manage the 5 information as history
information, and this history information can be used in the data
base-retrieval process (step 118). Also, by storing the answer received by
the user in the data base 114 in the answer-storing process (113), the
history information can be nanaged at the side of the 10 users. Next, an
enbodi ment of the processing in which the information on a history of al

I nqui ri es sent answer ltreaterds in atdpan2teard & tidred aspdiquidry-apisweres,

sent fromthe information service furnisher, is retrieved, is explained 15

bel ow. I n stepnlidkory inForda¥idlin ehes data Pakleonus.i Thokms %Hanﬁl |
I nquirires concerni ng t he oper ation or mal nt enance management of the power

| t, which h j td ' ' )
pl an ic %‘ﬁ?&ﬁiﬁlﬁthéeﬂf&ﬂﬂ@foﬁ 'H&Eﬁﬁh%ﬁﬁfﬁ‘ﬁxfcﬁthwé‘ﬁéﬁgf d'€he

connects his 2 lcatron termnal tot mat1 on service furnisher
via the tel econnuni.cati.on t k, and L.nputs retrieval,.cqonditiaons.
RS b tt

Meanwhi | e, not l&ﬂl&}rﬁi 3t A5%n * Fﬁce’me\ﬁh%?%sb?loﬁ %lﬂane?lgseotpﬁat of
each conmponent in the plant can be designated as the retrieval conditions.
In step 132° TAMEFmatien As;hdstary ‘r’\ettg"r‘l“@\fdp‘bf andk this QB HYor nat i on
Is 18 sent to the information service furnisher. Further, the request for
retrieval of ttHafigmmaddipn can be used in the data base-retrieval process

(step 118). Also, by storing the answer received by the user

in the data base 114 in the answer-storing process (113),

the history information can be managed at the side of the

10 users.

Next, an embodiment of the processing in which the
information on a history of all inquiries sent from the users,
and answers to the respective inquiries, sent from the
information service furnisher, is retrieved, is explained

15 below.
In step 131, if the user retrieves the history
i information on all inquiries concerning the operation or
maintenance management of the power plant, which have been
sent to the information service furnisher, he connects his
20 communication terminal to the information service furnisher
via the telecommunication network, and inputs retrieval
conditions. Meanwhile, not only history information of the
whole plant but also that of each component in the plant can

be designated as the retrieval conditions. In step 132, The

256 input request for retrieval of the history information is



i nformation, sent fromthe user, is received by the web server set up by
the information service furnisher in step 133, and 5 the contents of
retrieval of the history information, requested by the user, is confirnmed
in step 134. Then, in step 135, the inquiry-answer history information
stored in a data base 136 is retrieved. In step 137, the result of the
retrieval of the history information, perfeggnmed in step 135, 10 is sent from
the web server at the side of the information service furnisher to the

user. Lastly, igent ajp ke intorfsideGintdcd Muridsildr of the retrieval of
the history information fromthe information service furnisher. Thus, the

user can obtain the h§iWek Ofthel TedivestEdr 'x%‘%ripe@talb)bfﬂtme qﬁ'%net n'teg of the

answers to the respective inquiries. In the follow ng, an enb

processing in [ f. r LR ned
wi |l be explai n\éﬂtyocﬁéiieihe ugglr‘tlﬂ{ g@étu%%&ﬁt Jé; n%t%ghndcail%g'@ wélf'or et iron
such as a desi ati,o eS| gn drawi n et.c y i npu

equest for theaotRPEAG IAdoRBALIn PEY LHe TURARISAARREPB H haknth
step 141, the request for technical information is sent to the information

service fuPni dthe qantangs 1o retrigedl of thedistornhsnforratione 25

furni sher confirnms the contents of the technical information 19 which has
been recei ve byddwestan sey wdre iusext e sl4onfliTmetdein btfep tlSdhniThain, in
information stored in a technical information
step 135, the inquiry-answer history information stored in
a data base 136 is retrieved. In step 137, the result of the
retrieval of the history information, performed in step 135,
10 is sent from the web server at the side of the information
service furnisher to the user.

Lastly, in step 138, the user receives the result of
the retrieval of the history information from the information
service furnisher. Thus, the user can obtain the history of;

15 all inquiries sent by him, and the answers to the respective
inquiries.

In the following, an embodiment of the processing in
which technical information of the power plant is obtained,
will be explained. If the user intends to obtain technical

20 information such as a design specification, a design drawing,
etc., by inputting a request for the technical information
via the communication terminal In step 141, the request for
technical information is sent to the information service

furnisher in step 142. In step 144, the information service

25 furnisher confirms the contents of the technical information



data base 146 is retrieved so that the technical information requested by
the user is selected. Further, in step 148, the 5 user receives the
technical information sent fromthe information service furnisher. Thus,
the user can obtain the technical information requested by himin step 149.
In Fig. 4, an exanple of a display picture showng an inquiry and an answer
to the inquiry, which is presented by 10 ttfe answer system for technical
support according to the present invention, is shown. Here, by storing the

pai r of the i nghidly hadnbebnaraddicvel by thedidbgegnenein tstdga43nNqIh rgtep such
as that showmn in Fig. 4, in a data base, it is possible to use the

i nformation on ifs, Racha iehll IRf6LRPELON ¥R oked IHI'Y £48RNn 2881 iformation
correspondi ng answers, which is stored in the data base as inquiry-answer

hi story infor naéé‘ggaggtgegaﬁ B ) %gv@(ibg?q%}%g wﬁ %igq{mﬁﬂtlo

I nformati on store ni cal cunent vol'ce an

I mge data, which is fu shed to the yse 20 Th e technlcal nt
[110s are att aciSueEtah By the ifet diee Fﬁtsﬁdelruf%&mm FepRet 4 c e
docunent nore specifically, or they are disclosed in the web server.
Meanwhi | e, “%%%)r%%%ﬁge%ht%&ahiﬁkﬁ%ﬁa%i*ﬁfﬂiﬂ%ﬁ%ﬁﬂcﬁPnﬁl§ﬁ?%y§h?echn|cal
I nformati on |nclud|ng I mge and voice 25 data, and Fig. 5 (b) shows exanpl es
of pictures whitinfoimatign F@rviigehfiltai shef orhus obhei user @an pbtain the

anonmal y-di agnosis of the power plant, the analysis of vibration in the
power pl ant, technical information requested by him in step 149.

In Fig. 4, an example of a display picture showing an
inquiry and an answer to the inquiry, which is presented by
10 the answer system for technical support according to the
present invention, is shown. Here, by storing the pair of
the inquiry sent from the user and the answer to the inquiry,
such as that shown in Fig. 4, in a data base, it is possible
to use the information on the pairs of the respective
16 inquiries and the corresponding answers, which is stored in
the data base, as inquiry-answer history information.
Figs. 5(a) and 5(b) show examples of technical
information stored as technical document files which include
voice and/or image data, which is furnished to the users.
20 These technical document files are attached to an answer
document in order to explain the answer document more
specifically, or they are disclosed in the web server.
Meanwhile, Fig. 5(a) shows an example of a picture which
displays technical information including image and voice

26 data, and Fig. 5(b) shows examples of pictures which display



t he preventive maintenance for the power plant. In Fig. 6, a flow chart of
I nput processes performed 5 by a user to acquire technical information or
to make an inquiry to the answer system5 for the users, while using the
answer system5 for the users, is shown. That is, the processes perforned
by the information processing program (1) 6 shown in Fig. 1, are shown in
detail in Fig. 6. 10 A user starts up an iRgjernet browser in step 001,
accesses the designated web server for the users in step 002, and |ogins

into the ansverg&ostfFal G fidimations filest P tHe3anchily -diBgabeRs08f the
menu-sel ection process is carried out by selecting one of an

| nf or mat 1 on- oDl bR PG YEHY, il hRal§sdlNoROviBEARIER! 1h RE BWSY Ptk 25 2

design drawi ng,” an i‘nquiry menu making an rnquiry a

countermeasure _to0 a_nmalfunction.of a _co ent,. etc.. and a.retrieval nenu
for retrieving ¥H% ipﬁ&mep%lmesﬁlg}yiﬁeﬁa&cg&?: n thS H?é‘elrntpgr?d‘st‘ to obtain
technical information, he opens an_20 i nformati on-obtaining picture in step

005, and selects a g’é’hé’r’&' b 8r FAPWORRAFE Of AL RRREY BROFeISRD ARRIUPRET | ¢,
or an inquiry history file in step 006. Further, in step 007, he selects

t he readi ngfof bheasesextte acqwivaitterhnical informanipnerito make han

down-loading of it into his personal 25 conputer. Also, in step 040, the

user determ nesindpeifyprtortitd answert hsys temn e sfor sthe dsewsndathildatsingg

whet her or not he wll return to this menu-selection process, and if the
the answer system 5 for the users, is shown. That is, the
processes performed by the information processing program
(1) 6 shown in Fig. 1, are shown in detail in Fig. 6.

10 A user starts up an internet browser in step 001,
accesses the designated web server for the users in step 002,
and logins into the answer system for the users in step 003.
Next, in step 004, a menu-selection process is carried out
by selecting one of an information-obtaining menu for

15 obtaining technical information such as a design drawing,
an inquiry menu for making an inquiry about a countermeasure
to a malfunction of a component, etc., and a retrieval menu
for retrieving the inquiry history information. If he intends
to obtain technical information, he opens an

20 information-obtaining picture in step 005, and selects a
general information file, a technical information file, or
an inquiry history file in step 006. Further, in step 007,
he selects the reading of the selected information file,

printing out it, or the down-loading of it into his personal

26 computer. Also, in step 040, the user determines whether or



returning to this process is not necessary, this process is logged off. 5
If the user selects the inquiry nmenu, he opens a fixed-formpicture for
input in step 008, and confirnms contents of the display portion of user
information in step 009. Next, he selects nanes of conponents relevant to
the contents of his inquiry in step 010; inputs the subject of 10 the
inquiry in step 011; inputs his desired dugrdate for response in step 012;
i nputs nanes of relevant docunents in step 013; and inputs the detailed

contents of thegdi@wiley priotesiseids0dd bdEndedt, thatSi8P Wlethof SelfyyThees
whether or not there is any file to be attached. If it is necessary to 15

attach a file fars I I | a | ocunent
file, etc., he ‘"%elr]’f %B em‘%rtol?egsjg?ér%g}-ogl%cﬁi% ?‘%ﬁnerft '-TlInd s’ffep 6, and
stores (sends) the contents,.of the inquiry in the inguirg cont ent dat,a base
in step 017. & ing t thiF PYOCEF &S %‘ﬁé’f PEREEAALY of tRAR BIRARSS 1Sn 20
step 035. Then, this inquiry process is ended, or in step 040, the user
det er ni nes whetlrgaes 9£k-this process is to be ended, and if the returning
to the nenu-selection picture is not necessary, this inquiry process can be
| ogged of f Bn step O4L.thas ussa selestsadheniaguiry memnt hievapensem is
selected 22 in the nenu-selection picture in step 004, is expl ained bel ow.
If the retrievafixeainiorm geicoins, for raiputeVvial step 008, and confirms

contents of the display portion of user information in step
009. Next, he selects names of components relevant to the
contents of his inquiry in step 010; inputs the subject of

10 the inquiry in step 011; inputs his desired due-date for
response in step 012; inputs names of relevant documents in
step 013; and inputs the detailed contents of the inquiry
in step 014. Further, in step 015, he determines whether or
not there is any file to be attached. If it is necessary to

15 attach a file for supplemental explanation, such as a data
file, a document file, etc., he performs the processing of
file-attachment in step 016, and stores (sends) the contents
of the inquiry in the inquiry content data base in step 017.
Otherwise, he simply stores the contents of the inquiry in

20 step 035. Then, this inquiry process is ended, or in step
040, the user determines whether or not this process is to
be ended, and if the returning to the menu-selection picture
is not necessary, this inquiry process can be logged off in
step 041.

25 Next, the case wherein the retrieval menu is selected



I nformation-input picture is first displayed in step 041, and the user

sel ects one of the retrieval concerning the 5 history of inquires sent from
the users and the retrieval concerning the history of answers to the
respective inquiries sent to the information service furnisher, in step
051. If the retrieval concerning the history of inquires is selected, by

I nputting the retrieval conditions such asg10 nanes of objects such as
conponents, parts of a conponent, or an tine interval in the history, in

step 052, In Fipnthe ﬁﬂd%ﬁh’ﬂﬂorﬂ{:i@tﬁﬁéiﬁt@ﬁbbqnrﬂséie\kmlhhaediwwmt ion
service furnisher in order to create an answer docunent il e using the

ansuer system 12¢ fofe FELLIGRAITRAAD 45 Sefedeeal W NkobEfovkp i Nl Y shoun

That is, the processes perforned the 1 nformati on processing program (2)

14 shown in Fi [ h in.detail J ] Tas | nf or e} i.n the
i nquiry hist ory,gnf R g%%éir)&m\:mi?h&t@éé i_lng]pu 1rs% rqleé\fg]leay%&onl It |%er£,°4|15’
selected in ste 53. Here, as ,the result_of, 20 the, retyieval, if is
possi bl e to out the $5e%i TSR M8 hr eSS Th LM ERT R HRI RS r
history information corresponding to the inquiry history information.
Further, im® sthbsbouy ohelduirgs sonitprfxam gﬁlq disqry apd theaatdiievalase
as the need demands. Furthernore, the result of the 25 retrieval, which is
obt ai ned i n t hecomterming therbs twryoftmAE rahteotthe respeatiivei asquisi esent
to the user in step 055. Moreover, if the user selects the retrieval

concer ni ng sent to the information service furnisher, in step 051.

If the retrieval concerning the history of inquires

is selected, by inputting the retrieval conditions such as
10 names of objects such as components, parts of a component,
or an time interval in the history, in step 052,

In Fig. 7, a flow chart of processes performed by the
information service furnisher in order to create an answer
document while using the answer system 12 for the information

15 service furnisher, is mainly shown. That is, the processes
performed by the information processing program (2) 14 shown
in Fig. 1, are shown in detail in Fig. 7. the information
in the inquiry history, which accords with the input retrieval
conditions, is selected in step 053. Here, as the result of

20 the retrieval, it is possible to output the inquiry history
information along with the answer history information
corresponding to the inquiry history information. Further,
in step 054, the history information is stored in the data
base as the need demands. Furthermore, the result of the

26 retrieval, which is obtained in the retrieval concerning the



the history of answers in step 051, he inputs a nane of the plant about
which the retrieval is perfornmed, in step 060, 5 and then input a nane of a
conponent or a part of the plant, about which the retrieval is perforned,
in step 061. Further, he inputs the phenonenon which has occurred at the
conponent (the part), in step 062. Wen the inputting of the above
information is conpleted, an answer to thezsnformation input 10 by the user,
such as the phenonenon, etc., is searched in the information previously
stored in the daistdeseof nimqueiridis, isn enntieo ndes luset oin hetehedBHrenon

whi ch has occurred is output. After the output result of the retrieval is

stored in the data hastdtangifitie uBerrsélécvaltheopdtiienalidyidertiiny the
user in step 064, it is sent to the user in step 065. Next, the

answer -retri evalppaffidmp den aﬁts%rQGEn' Ste 03 B} 1'5\?»‘\1%‘6’ h”nﬂﬁéaéf é’Het h
reference to Fig. 26. Fig. 26 shows exanples of |nput of the retrieval

condi tions a”dz%ifﬁ'éﬁoﬁ i S 2681 0! BecROBuER. T EL 4Bl 06 00

shown in Fig e user |nputs a name a’ conponent

plant, a portlon ent at _which an anonal S, OcC red a
phenonenon #3 ‘Etﬁ’rﬂ% 18?&‘&? "E qf,8 GERPPRRN ?rﬁpﬂ’éf ?e’[‘}r‘?

conditions 80. By inputting the above retrieval 25 conditions 82, a cause 85
of the anonaly abeuk vhéeh eherstrieval igperformednsndtemPble Rushher t he
results of the retrieval. That is, by the inputting of the retrieval

conditi ons 80, he inputs the phenomenon which has occurred at the component

(the part), in step 062. When the inputting of the above

information is completed, an answer to the information input

10 by the user, such as the phenomenon, etc., is searched in

the information previously stored in the data base in step

063, a countermeasure to the phenomenon which has occurred

is output. After the output result of the retrieval is stored

in the data base along with the retrieval conditions input

15 by the user in step 064, it is sent to the user in step 065.

Next, the answer-retrieval performed in step 063 is

explained below in detail with reference to Fig. 26. Fig.

26 shows examples of input of the retrieval conditions and
results of the retrieval.

20 In the answer-retrieval, as shown in Fig. 26, the user

inputs a name 81 of a component of the object plant, a portion

82 of the component, at which an anomaly has occurred, a

phenomenon 83 which has occurred at the portion 82, as the

retrieval conditions 80. By inputting the above retrieval

26 conditions 82, a cause 85 of the anomaly and a countermeasure



which is performed by the user or the information service furnisher, the
retrieval system 71 or 72 executes the 5 retrieval process so that an answer
whi ch accords with the input retrieval condition 82 is selected from anong
the information previously stored in the data base. For exanple, if "gas
turbine", "conbustor", and "crack at the main conbustion chanber” are input
to nane 81 of a 10 conponent, portion 82 @f the conmponent, and phenonenon
83, respectively, as the retrieval conditions 80, cause 85 of "large

thermal stress'sare €ReHnmMEASHES Gfemit ad0bhéidesulRRAbE bite WRtdikeralar €
output as the results of the retrieval. Further, if "steamturbine",

"nmoving bl ade” pid i's | 'y Qa8 iputit M ithe FTiA nllidids g9, name

81 of a conponent, porti‘on 82 of the conponent, and phenonenon 83,

and” count or eadTiStha b e P e Mol WERAL eosthits edeh 7o,

are output as the results qf the 20 retrieval. reover, if thereis a
plurality of a ’ssslbﬁﬁtﬁc}‘%c'ffo"r@?‘@ HY$tam i By AT cﬁtﬁ’f‘?%%éh?t i s

preferable to output the plurality of the answers. This is because there

i s occasi ondl | yretpieral iRBEGss s £9s shagsannansventeh ek Aareerds widh ¢hehe

sane conponent nane 81, portion 82, and phenonenon 25 83. For exanple, if

"gas turbine", inmeriretriemll "¢endition B2Atinsekactaedpirton cameme e of a

conponent, portion 82
information previously stored in the data base.

For example, if “gas turbine”, “combustor”, and “crack

at the main combustion chamber” are input to name 81 of a

10 component, portion 82 of the component, and phenomenon 83,
respectively, as the retrieval conditions 80, cause 85 of
“large thermal stress” and countermeasure 86 of “adhibit
repair by welding” are output as the results of the retrieval.
Further, if “steam turbine”, “moving blade”, and “ increase

15 of vibration amplitude” are input to name 81 of a component,
portion 82 of the component, and phenomenon 83, respectively,

( as the retrieval conditions, cause 85 of “deposit of scale”
and countermeasure 86 of “perform honing processing in
periodic inspection” are output as the results of the

20 retrieval.
Moreover, if there is a plurality of answers which
accord to the retrieval conditions 80, it is preferable to
output the plurality of the answers. This is because there

is occasionally a plurality of causes 85 and countermeasures

26 86 to the same component name 81, portion 82, and phenomenon



of the conmponent, and phenonenon 83, respectively, the following tw sets
of results are output: that is, the set 5 of cause 85 of "unbal ance" and
counterneasure 86 of "attach a balance weight”, and the set of cause 85 of
"unbal ance" and counterneasure 86 of "attach a bal ance weight". In this
way, by outputting a plurality of counterneasures as the results of the
retrieval, even if there are a plurality obks 10 causes to the sane retrieval
conditions, it is possible to obtain a counterneasure to each of the
plurality of tie3carmesexanfFbnnwhit e/gad tatlsineéd5, i‘Dbeanitigon amk Tlargeof the
retrieval conditions 80, the accuracy of the retrieval will be inproved.

Further, if thejibrdeidn)ard lifiput! @oUhbhRe081tbe d Tdnfidiéit?] .pdbtion 82
con3|der|ng t he used tlne or the remaining life tinme of each portion of a

conponent, and gg ;gfgﬁ f nqg:gag &gﬁ;% n t a
portion of an corrponent 5@1 ‘E haa‘g'i égngry%ﬁs)es ti rre%er as %f’t g‘?hé
remaining life A S i gher of ¢ ) Of fountermeasure
86 1o 20 be out i TG Sl Fets, oo BTt §ed offBRE; ctheh Ly 1 Tek
count er measur es 86 are dlsgf yed in a |cture in the form of a_list, y

di spl ayi ng & se®f SRuseBgnhef HHakplance’, andscoypbormeasuresse R fathach o
the retrieval at a nore upper position, by larger characters, or by

predet er m ned cdlkalancs Wghie”aplétniurtéle et (efercanse & iak é’r\tﬂlgalétﬂﬂedl t a
26 counterneasure to the anomaly which has occurred. Al so, by obtaining

t he frequency oandurhartexmeaswe 86 afiocfeitash avbathnce weight”. In this

way, by outputting a plurality of countermeasures as the
results of the retrieval, even if there are a plurality of

10 causes to the same retrieval conditions, it is possible to
obtain a countermeasure to each of the plurality of the causes.
Meanwhile, if cause 85 is input an one item of the retrieval
conditions 80, the accuracy of the retrieval will be improved.

Further, if there are many output results of the

15 retrieval, by considering the used time or the remaining life
time of each portion of a component, and assuming that the
probability of anomaly occurrence at a portion of an component,
which has a longer used time or a shorter remaining life time,
is higher, the priority of cause 85 or countermeasure 86 to

20 be output can be set. Moreover, if sets of causes 85 and
countermeasures 86 are displayed in a picture in the form
of a list, by displaying a set of a higher priority in the
above sets as the results of the retrieval at a more upper
position, by larger characters, or by predetermined color,

26 in the picture, the user can efficiently adhibit a



have occurred, corresponding to each cause, based on the history of
anonal i es whi ch have occurred, and assumng it 5 is highly probable that the
cause of the anomaly which has «currently occurred is a cause of the highest
occurrence frequency or |argest nunber of occurrence tines of anonalies
corresponding to this cause probably, a counterneasure 86 to such a cause
can be furnished to the user as a 10 countes neasure of the highest priority.
First, if the user inputs his inquiry, the contents of the inquiry are

regi stered i n tdmuntermmsware £d ¢dhet hpomaigrwhifhrbasroctimeredntidste, &y t he

I nquiry, which have been input by the user, are automatically taken into

the second 15 wsitaiarimy theé frEyiendy’er antibel ¢f 6 ines ¥ dnomabees Diwbrieht | on
service furnisher perfornms the retrieval processing, and if there is a new

inquiry, a fixedfordp&nid, icortddPBidion) It il ddudd'® BAYEH "on MaRei Vi ng
and al |l ocating person 19 in the answer center 18. 20 If ‘any person in the

answer center ' qgg!v ;nﬁ fa = - Al gi i r
system 1212 fogﬁalgﬁle n?efts)rna |aolnlg§%:3(/l{lgeﬂnﬁg‘ﬁr§?$§rm§r§ per (?%r?s q'ﬁlg]i%
predet erm ned progesses. Further, he sends a fixed-form e-nmpil t,o the next
person in cl??arg’es, ‘i‘a‘rﬂi‘ n(?§°h?gﬁﬁr 5‘?‘3&%5 °2358f°gh‘éh§earﬂ°‘ﬁrﬁéd!bf’&hm Sai |
27 The contents of the processes performed by the inquiry-receiving person
19 are the receﬁ%ﬁ#ﬁ??ﬁﬁiQEQQK%ﬂqrﬁf a cause of the highest occurrence

frequency or largest number of occurrence times of anomalies
corresponding to this cause probably, a countermeasure 86
to such a cause can be furnished to the user as a

10 countermeasure of the highest priority.

First, if the user inputs his inquiry, the contents
of the inquiry are registered in the web server 4 for the
users. Further, the contents of the inquiry, which have been
input by the user, are automatically taken into the second

15 web server 10. Then, the answer system 12 for the information
service furnisher performs the retrieval processing, and if
there is a new inquiry, a fixed-form e-mail is automatically
sent to the inquiry-receiving and allocating person 19 in
the answer center 18.

20 If any person in the answer center 18 receives the
fixed-form e-mail, he logins in the answer system 1212 for
the information service furnisher, and performs the
predetermined processes. Further, he sends a fixed-form
e-mail to the next person in charge, and ends the processing

25 of the sent fixed-form e-mail.



of the inquiry (step 018), the sending of a formal answer docunment to the
user (step 030), the summ ng of workhours 5 of the answer-creating person
22, and the periodical reporting of the sumred workhours to each user with
a predeterm ned-form paper (step 31). The regional inquiry-nmanagi ng person
20 first processes the confirmng of the contents of the inquiry, the 10
I nput due-date for response, and the inquiey No. , (step 019). Here, the

i nput due-date for response, and the inquiry No., are automatically stored
as information whi ch Then domtregets dify theepeodesises (D foried bjheelreequest s an
inquiry- translation (step 021), and confirnms the contents of the 15

transl ated i nquidguifpiidesivinfg begseat» arevelie veedliviig &nd ldldocating
answer-creating person 22 (step 023). The answer- creating person 22

retrieves the igf QiR SP! AL 011 , UHA SR ep P 0 FhrmaAN hrfdhfi €5

an answer based on the resul of the retrieval. Further, the regiona
| nquiTy- MRagi N, AR SAN ik G T(B I DA Sl BlpihcP B Sl Y O
the answer-creallng person , and Yhe'regi difal~ I'mquiry-ranagi ng person 20

requests answer-franslation to the transl ator_ 21, st.ep 027)._ Furthernore,
the'Tegional | rifiSHE BRI r e iath BRF R AL 10t teaLiher . and
requests the 25 sending of a formal answer, to the inquiry-receiving and 28
al | ocati ng per seapartingqf iy sumprd erkhqyes rtqjieash usewuwith minagi ng
person 20 stores the answer in the data base
predetermined-form paper (step 31).
The regional inguiry-managing person 20 first
processes the confirming of the contents of the inquiry, the
10 input due-date for response, and the inquiry No., (step 019).
Here, the input due-date for response, and the inquiry No.,
are automatically stored as information which can be read
by users, (step 020). Next, he requests an inquiry-
translation (step 021), and confirms the contents of the
15 translated inquiry. Further, he requests answer-creation to
the answer-creating person 22 (step 023). The answer-
creating person 22 retrieves the information stored in the
data base (step 032), and creates an answer based on the result
of the retrieval. Further, the regional inquiry-managing
20 person 20 confirms the contents of an answer sent from the
answer-creating person 22, and the regional inquiry-managing
person 20 requests answer-translation to the translator 21,
(step 027). Furthermore, the regional inquiry-managing

person 20 checks the translated answer, and requests the

25 sending of a formal answer, to the inquiry-receiving and



(step 033). Meanwhile, it is possible to store the answer in the data base
along with the inquiry sent fromthe user 5 and the technical information
file which has sent to the user according to the request sent fromthe
user. Here, if the regional inquiry-managi ng person 20 determ nes whet her
or not the creating of an answer to the inquiry needs opinions of nenbers
in a plurality of relevant sections, he regésters 10 the inquiry as a
subject in the electric nmeeting room (step 024), and the concl usions of the
meeting are nacEllgeatsing persowrld o (skeep QRA Yy Motepvds)the/lregimnal t he
translator 21 translates the inquiry (step 022) and the answer (step 028).

Al'so, the answeinqubrgmsiading pereon’PD gLodieest e answed! ifatid@ata base
Mor eover, the answer-creating person inputs and sends work hours taken for

creating the angdEdp (@3?}3. QfLanwiS1 e sty 138 piMAe ito IStRrd WHe Yanswerent
froma user in a foreign country, the inquiry is processed by the 20

I nqui ry-recei vi ' r 9 h Lon i AR | ng
person 20, the {}?aﬁ?ﬁoi{é)%%%e?%elgg gﬁgﬁél thlgngﬁégg#ﬂana%? nfgpé@ﬁ”ér%ho{qi}&(y t he
answer - creat.i n rson 22 . .the .regional, i nguiry-nanaging person 20, the
transl at or %1 %$‘ﬁé’iﬂe§?ﬁhﬁfc?ﬁdﬁw‘}é@ ﬁbiﬁé‘@o‘-ﬂ‘ gﬁs gn)'ﬂt %ﬁeté%_use"f

i nquiry-receiving and, all ocating person 19, in turn. Thus, 29 the inquiry
and the answer 3FeP¥{RE| R ckhe TFRAYeSH fent Fromdrhe HRer bRy thfaddieat or

can realize qui ck understanding
regional inquiry-managing person 20 determines whether or

not the creating of an answer to the inquiry needs opinions
of members in a plurality of relevant sections, he registers
10 the inquiry as a subject in the electric meeting room (step
024), and the conclusions of the meeting are made up as an
answer to the inquiry (step 025).
Moreover, the translator 21 translates the inquiry
(step 022) and the answer (step 028). Also, the answer-
15 creating person 22 creates an answer document. Moreover, the
answer-creating person inputs and sends work hours taken for
creating the answer (step 026).
As described above, if the inquiry is sent from a user
in a foreign country, the inquiry is processed by the
20 inquiry-receiving and allocating person 19, the regiomnal
inquiry-managing person 20, the translator 21, the regional
inquiry-managing person 20, the answer-creating person 22,
the regional inquiry-managing person 20, the translator 21,
the regional inquiry-managing person 20, and the

26 inquiry-receiving and allocating person 19, in turn. Thus,



of the contents of a sent inquiry, and quick creation of an answer to the
inquiry. 5 On the other hand, if the inquiry is sent froma donestic user,
the inquiry is processed by the inquiry-receiving and allocating person 19,
t he regi onal inquiry-managi ng person 20, the answer-creating person 22, the
regi onal inquiry- managi ng person 20, and the inquiry-receiving and

all ocating 10 person 19, in turn. Thus, thesanswer docunent is created and
sent to the user. Figs. 8 - 12 show exanpl es of display pictures for input
oper ati ons, whiie airmeqpiary emeedhley answeer are nttdnes basevdr Tley Hranslation
techni cal support. In the followi ng, the display 15 pictures wll be

expl ai ned i n depéiforded byBthBovPaidbatdr idadl reativeequitk undedstdiding

di spl ayed after login of the user. In this picture, a process itemdesired

by the user in {pqnll SIndkatsTBRUal Serrl!iGfhiidy, fEl&% &ﬁh%ﬁtéfll&aeioh@f G red

process itemis inplenmented by 20 clicking oné of the general information
button 26, the sg?pi I CH“@BE utton 27, the inquiry-inputting button
28, the inquiryaﬁls of@ggﬂg?on ,rghd the logoff button 30. Fig. 9 shows a
list of infoarmation fjl di,scl osed.as . the.general, infornmation. A user
selects a fi%e which %gﬁﬁ§t§’§sﬁ ﬁ@gdf r’lfrﬁg‘ﬁﬂ ulry 15 S§RkA TN adqmastic

di splayed in this 30 picture by clicking the general information button 26,
and reads the 4¥fecttdie AnQE1IZY #5\BHWRRESS] bynthet eqebryprregeiving and

allocating person 19, the regional inquiry-managing person
20, the answer-creating person 22, the regional inquiry-
managing person 20, and the inquiry-receiving and allocating

10 person 19, in turn. Thus, the answer document is created and
sent to the user.

Figs. 8 — 12 show examples of display pictures for input
operations, which are performed by a user, in the answer
system for technical support. In the following, the display

15 pictures will be explained in detail.
Fig. 8 shows the initial picture which is first
( displayed after login of the user. In this picture, a process
item desired by the user in the displayed menu is selected.
The selecting of the desired process item is implemented by
20 clicking one of the general information button 26, the
technical document button 27, the inquiry-inputting button
28, the inquiry history button 29, and the logoff button 30.

Fig. 9 shows a list of information files disclosed as

the general information. A user selects a file which he

25 desires from among the information files displayed in this



1 or nobile termnal 2 which he uses. Also, if a user intends to acquire a
techni cal docunent, a file list of technical 5 docunents is displayed by
clicking the technical docunent button 27. Further, he selects a file which
he desires from anong the displayed files, and reads the selected file or
downl oads it into the conputer 1 or nobile termnal 2 which he uses. 10
Fig. 8 shows a fixed-formpicture for inpuBting an inquiry of a user. The
user clicks the inquiry-inputting button 28, and first confirns the nane of
hi s conpany, hipictamne byrd idkdngdthesgenéral ninformat ton dmettions @6y ehdon
the information-display portion 31. Next, he selects nanmes of 15 conponents
rel evant to hi sreadslithe e yatted of Kisvord RbwilvEan Gl ittt iR nputer
portion 32. Then, he inputs the subject 33 of the inquiry, the desired

due-date 34 fory grempB$E tkhiddE zrﬁhft‘ﬁrﬁe @QSB”EﬂisBU”ICFE wher | ihteids
Further, he inputs the detailed contents of th e |an|ry to 20 the portion 37

shown in Fig. ﬁgﬂ gﬁﬂl | tign 38.
If there is a %tlj? J‘fsecﬂarsn ocfljn%ér:l e at ar]t%jl ld‘ysté%eéﬁ%r@&%a% he
attaches th | clicki l.e- atta hi n utton.39. Fi 12 shows a
st 40 of EnquiesrmRntt R dRTTeed By ST HR P, dadiias o,
the user can confirmthe date 31 when an answer, to his inquiry is sent to
him or the ing#tyen Rt Euyther,| hentelpeke @ fiilgwhich he desires from

among the displayed files, and reads the selected file or
downloads it into the computer 1 or mobile terminal 2 which
he uses.

10 Fig. 8 shows a fixed-form picture for inputting an
inquiry of a user. The user clicks the inquiry-inputting
button 28, and first confirms the name of his company, his
name, and his address of e-mail, which are displayed on the
information-display portion 31. Next, he selects names of

15 components relevant to his inquiry by pulling down the
component name-selection portion 32. Then, he inputs the

k subject 33 of the inquiry, the desired due-date 34 for
response, and the relevant document number 36, in turn.
Further, he inputs the detailed contents of the inquiry to

20 the portion 37 shown in Fig. 11, and sends them by clicking
the inquiry-sending button 38. If there is a file of technical
document to be attached to the inquiry, he attaches the file
by clicking the file-attaching button 39.

Fig. 12 shows a list 40 of inquiry history. By clicking

25  the inquiry history button 29, the user can confirm the date



Figs. 13 - 25 show exanples of pictures for input operations, which are
performed by the information service 5 furnisher, in the answer system for
techni cal support. In the following, the pictures will be explained in
detail. Fig. 13 shows the initial picture in the answer system 12 for the
I nformati on service furnisher which is incorporated into the second web
server 10 in the intranet 10 11. Each persen of the answer center 18 | ogins
by inputting his identifier 41 and password 42. \Wen an inquiry-receiving
and al | ocati on whmrsam afsweki thishdnquiiryeislsdnt ttanhdfh, abrerhe imgutinyg at

| east one of inquiry nunber 45a, nanme 45b of conpany, nane 45b of plant, 15

name 45d of cage sty anitsi ¥ ¢heofpreint eimgnd situation 46f, the summary
list 44 of inquiry itens to be processed is displayed in the picture shown

in Fig. 14. Further, giiydr 6 — 173 RHRAE Skdulll dd'Y¥ PAddds #¥ Gld the
i nquiry nunber button ™45, and confirns the detailed contents 46 of the 20

a1 Next £ RGP BT HE i iSO
o the. ansvdr  ARIREERs ol e FRPYTT AT (oS SRTIERL FAPRRRA om 25
anong the comruni cation matters 49, based on the contents 32 of the inquiry
sent from the e foklkowing hthe RiGHrehHarikhibe Rl aipedtinAenile
conpl etes his operations for the
Fig. 13 shows the initial picture in the answer system
12 for the information service furnisher which is
incorporated into the second web server 10 in the intranet
10 11. Each person of the answer center 18 logins by inputting
his identifier 41 and password 42.
When an inquiry-receiving and allocation person 19
clicks the retrieval button 43 after inputting at least one
of inquiry number 45a, name 45b of company, name 45b of plant,
15 name 45d of case, contents 45e of inquiry, and situation 46f,
the summary list 44 of inquiry items to be processed is
( displayed in the picture shown in Fig. 14. Further, in order
to process the inquiry items, he clicks the inquiry number
button 45, and confirms the detailed contents 46 of the
20 inquiry. Next, he clicks the request button 47 of work in
the picture shown in Fig. 15. Then, in the picture shown in
Fig 16, he selects the address of a regional inquiry-managing
person in charge from among the address list 48 of the answer

center personnel and the type of the request for work from

25 among the communication matters 49, based on the contents



request for work. In addition, by clicking the workhour- summation button
51, he periodically reports the summed 5 workhours of the answer-creating
person in charge by a predeterm ned-formto the designated user. Wen the
regi onal inquiry-managi ng person 20 clicks the retrieval button 52 in the
pi cture shown in Fig. 18, the summary list 53 of inquiries to be processed
I's displayed. 10 Further, in order to procgss the inquiry itens, he clicks
the inquiry nunber button, and confirns the detailed contents 55 of the

inquiry. Furthesfithe iimjuinyusenthdrdmetiateséd. fastlpsipnslidiindi&he
regi onal inquiry-managi ng person 20 creates an 15 answer by hinself, he

i nputs the ansvgdifOsdddimy Diteol 60, BE dompglikdl hlid' 8pshaviohs fo8-thk?. On
the other hand, if he requests an answer-creating person 22 to create an

answer, he per,;1 ENESE T St bV, &&il%ﬁ'rpg glge ffﬂgﬁ%\e@u%t ﬁl}? of
work. Here, if %ﬁ%%ﬁern1nes At the crea I'ng fEHR BnSher d&?g e
I nqui ry needs opinions of. nenbers, in a pluralit f _relevant sectionsg, he
accesses and | o%‘f"ﬂga?’n?’b Rykton e%'ri e ¢ %Jylg'f SRR RS i The n@"’?’ﬁ%‘;
electric nmeeting roombutton 57. Further, he registers, the contents of the
inquiry as the WREHRREs Rf tthe AIYei-crart Y Rersn | iR 2598 i B Freeting.
25 Lastly, he inputs the conclusions obtained in the neeting 33 to the
answer area 56,predeterminedrfomncte therdesignated meter 22 inputs the
answer to the
When the regional inquiry-managing person 20 clicks
the retrieval button 52 in the picture shown in Fig. 18, the
summary list 53 of inquiries to be processed is displayed.
10 Further, in order to process the inquiry items, he clicks
the inquiry number button, and confirms the detailed contents
55 of the inquiry. Furthermore, he inputs the due-date 54
for response.
If the regional inquiry-managing person 20 creates an
15 answer by himself, he inputs the answer to the answer area
56 in the picture shown in Fig. 19. On the other hand, if
he requests an answer-creating person 22 to create an answer,
he performs this request by clicking the request button 47
of work. Here, if he determines that the creating of an answer
20 to the inquiry needs opinions of members in a plurality of
relevant sections, he accesses and logins into the electric
meeting system by clicking the electric meeting room button
57. Further, he registers the contents of the inquiry as the

subject of the meeting, and holds the investigative meeting,

25 Lastly, he inputs the conclusions obtained in the meeting



answer area 58 in the picture showmn in Fig. 21 after confirmng the
information in the area 55 for the detailed contents of 5 the inquiry and in
the due-date portion 54 for response. Here, he inputs the workhours 59
taken for creating the answer and the nanme 60 of the acknow edger which has
acknow edged the contents of the answer to the answer area along wth the
contents of the answer. 10 The regi onal i nguiry-managi ng person 20 confirns
the contents of the answer created by the answer-creating person, and
clicks the ackrendwyansnenmmn 56t fs Hhe @answdrown in Fig. 22. The

I nquiry-receiving and al l ocati ng person 19 sends 15 the answer docunent by
clicking the button @hef anseendcngatingarmssr 22 inputs heabnsweeotd ithe ng
that the date 62 of acknow edge and the nane 63 of the acknow edger are

indicated in thsaisdPea$eCikiehle urd SHoRS d I 0PAl aFEEH IcORFiFRIAG NI
person 20, as shown in Fig. 23. 20 The answer docunent is sent to the user

whi ch sent the idiqueotyt18nRhl RS SUWBS FoFi e Mo lith £ LoroncHe s

syst em managi ng person manages the regi stering and renewli ng o

identifiers, pgsswords. and resses of _e- mail,; of,the persons of, the
anower cont & 1€ BYABHET RS 20 die caafe RET oS A A EFPBSRERy Hend:
address not eboqQk portion 34 66 .in the picture shown in Fig. 25. In the
fol l owing, as &pEPutsctRepmpkhanrs gohaken for creating the answer and

the name 60 of the acknowledger which has acknowledged the
contents of the answer to the answer area along with the
contents of the answer.

10 The regional inquiry-managing person 20 confirms the
contents of the answer created by the answer-creating person,
and clicks the acknowledge button 61 in the picture shown
in Fig. 22.

The inquiry-receiving and allocating person 19 sends

15 the answer document by clicking the button 64 for sending
an answer to the user after confirming that the date 62 of

( acknowledge and the name 63 of the acknowledger are indicated
in the answer document sent from the regional inquiry-
managing person 20, as shown in Fig. 23.

20 The answer document is sent to the user which sent the
inquiry by e-mail as shown in Fig. 24 and Fig. 25. The
system-managing person 23 manages the registering and the
renewing of; identifiers, passwords, and addresses of e-
mail; of the persons of the answer center 18, by operating

26 the user-managing portion 65 and the address notebook portion



the present invention is applied, the case wherein users are

oper ati on/ mai nt enance personnel of a power plant run by a 5 utility conpany,
will be explained. In this enbodinent, information services of technical
support on conponents of a thermal or nuclear power plant, such as a steam
turbine, a gas turbine, etc., are adequately furnished. Thus, this

enbodi nent relates to a systemor a service4business in which 10 techni cal
support for operations and nai ntenance of the power plant, needed by users,
is inplemented & uithe \pigthure nshown fin Fihi kP great deal of technical

I nformation including voice data and dynam c i mage data, around the cl ock,
by neans of a tel ecammthe aficldowiatgyords whispedifilddmbotimertertetwhichS an
intranet, an e-nmmil, etc. The users need adequate technical support froma

meker of powergpd SEAPOACELEISA B apPliddl, OVRe Id¥sd wherefin RPEF&taren and
I npl ement the highly efficient operation, by performng effective

Tai nt enance {0 o ORGSR, Pk SUBAIT (0¥ I owdk GRAURIA Gy AN SO

on, of a therma? or nuclear power plant. As specifi’c cont'ents o

adequate technical. suppor cong i,ng the operation, there is..technical

I nf or mat i on%on t’?a’u'é‘é ?ﬂéW‘s %ﬁgn%%a?@sa rb?fg‘r af OWJd%t%IFb?W%Q/% uation
of usual operatjon data, the 25 indication Qf counterneasures to a trouble

whi ch has occurltermation Seriicasafctechargadi SHPBPry R FpRANgpts of

conponent, etc. Also, concerning the naintenance, there is technical
a thermal or nuclear power plant, such as a steam turbine,

a gas turbine, etc., are adequately furnished. Thus, this

embodiment relates to a system or a service business in which
10 technical support for operations and maintenance of the power

plant, needed by users, is implemented by quickly and timely

furnishing great deal of technical information including

voice data and dynamic image data, around the clock, by means

of a telecommunication network which includes an internet,
15 an intranet, an e-mail, etc.

The users need adequate technical support from a maker
of power plant components so as to improve the rate of
operation and implement the highly efficient operation, by
performing effective maintenance for components such as a

20 steam turbine, a gas turbine, and so on, of a thermal or
nuclear power plant. As specific contents of the adequate
technical support, concerning the operation, there is
technical information on a cause analysis of anomalous
operation data, the evaluation of usual operation data, the

25 indication of counter measures to a trouble which has occurred,



i nformati on on the up-to-date mai ntenance techni ques, the timng and nethod
of overhaul of each conponent, the proposal 5 of conponents to be exchanged,
nmeasures for preventing a trouble fromoccurring in the power plant, etc.
The power plant conmponent maker edits technical information for optimally
supporting the above techniques, as digital information including voice
and/ or image data, 10 and previously stores85the edit technical information
in the disclosed docunent data base 7 in the answer system5 for the
users, which i stheranfamanre evaluad igshofen\des ignated i(epmpengnt stedth i n
Fig. 1. The user 1 accesses the web server 4 for the users, which is set up
in the internetABsdy ¢dncednimg otheatnaintsmanos, fthewes his ,tenithﬂmhl oads
necessary technical information fromthe disclosed docunent data base 7 to

the conputer 1 ivfeimdtitonsed tifeupdu-aiaey mditfcditiile HddhiimEoRdY
maker provides a picture fromwhich a user can directly input a request for

technical revi eﬁ&ﬂn@%nd%ﬂeiﬁ@d"dﬂo@@ﬁﬁfﬁfb’igeééﬁébﬁcﬁate'nq:n/@ﬁé A |

the user intends to Tequest a technical review or ke an i nqui'ry

concer ni ng the pes yﬂé’ﬁ‘é:{@é B0 G chpod S ol Eed R Sed Sl fufgchn o

review or t e inqurt accor e ‘procedures g

I nformation 25 roc ram (1) 6. The contents of the request for 36
a technical revr¥ ﬁ%"ﬁrﬁﬁ? Yring AR SRS | ROWeY Pfﬁﬂ%t eT¥ in the

i nqui ry content data base 9. The reglstered contents
The power plant component maker edits technical

information for optimally supporting the above techniques,
as digital information including voice and/or image data,
10 and previously stores the edit technical information in the
disclosed document data base 7 in the answer system 5 for
the users, which is incorporated into the web server 4 for
the users shown in Fig. 1. The user 1 accesses the web server
4 for the users, which is set up in the internet 3 by the
15 information service furnisher, and downloads necessary
technical information from the disclosed document data base
7 to the computer 1 which the user uses. Moreover, the power
plant component maker provides a picture from which a user
can directly input a request for technical review or an
20 inquiry concerning the operation/maintenance.

If the user intends to request a technical review or
make an inquiry concerning the operation/maintenance, he
inputs the request for a technical review or the inquiry in
accordance with the procedures guided by the information

2b processing program (1) 6. The contents of the request for



of the inquiry is periodically taken into the second web server via the

firewall I7b in order to retain the proper 5 security of the inquiry. The
i nformati on service furnisher provides the answer center 18 conposed of the
inquiry- receiving and allocating person 19, the regional inquiry-managi ng

person 20, the answer-creating person 22, the translator 21, etc. as a
client of the second web server 10 10 in oBéler to quickly respond to an
inquiry or an request for a technical docunment such as that descri bed
above. The answkechairel neyvigwesdde inguisydidavkematigallygregisteaned
intranet 11, and creates an answer docunent in the accordance with the
procedur es gui dienl tthe tinguimffocontenh ddta hasee9si The progistexdd cohbenitsh is
provided in the answer system 12 for the information service furnisher.

Further, the affVEle Coigelry 8is opeisi ddic£l Bat sk e Sigto JpiEe Bddond® wélhe
user by e-mail. The information of the inquiry sent from the user and the

ansver documentgdydyd P61 4 dHld Bh'r% #4919 49b! Yn20rgéer€ i-é‘l;éﬂ? tH¥Yroper

content data base 15. Meanwhile, th answer center efficiently creates an

ansver docurento i) £y usk el HRQAYLYToHAE i 885haL 0% ) FLan AR Ay he

el ectric neetlng sys e user cani
o ant, by maki RETHE %Eﬁ%‘iﬁ‘é@v RSt ORRTATATRH Do 1 HRISLT ce
furnisher or the contents of the answer docunent reflect on the
receiving and allocating person 19, the regional
inquiry-managing person 20, the answer-creating person 22,
the translator 21, etc. as a client of the second web server
10 10 in order to quickly respond to an inquiry or an request
for a technical decument such as that described above.
The answer center 18 accesses the second web server
10 via the intranet 11, and creates an answer document in
the accordance with the procedures guided by the information
15 processing program (2) 14 which is provided in the answer
system 12 for the information service furnisher. Further,
the answer center 18 sends the created answer document to
the user by e-mail. The information of the inquiry sent from
the user and the answer document to the inquiry is eventually
20 stored in the inquiry content data base 15. Meanwhile, the
answer center efficiently creates an answer document while
using the automatic translation program 16 and/or the
electric meeting systeml3 if required. The user can improve

the rate of operation, and implement the highly efficient

25 operation of the power plant, by making the technical



oper ati on/ mai nt enance of an exi sting steamor gas turbine. Specifically, the
user can occasionally omt an 5 dispatch of an engi neer fromthe power

pl ant maker by understandi ng the furnished technical information, and
making it reflect on his actual field work. Al so, since the wuser can easily
and tinmely obtain necessary technical information, he can receive technical
support as if there 10 were an expert of tRé power plant maker in the next
room Further, since the user can nore quickly obtain the answer to his

i nqui ry with usinéexpation Epraished, B ctheli SRETICE hEurpishentosykhem t han
W thout using it, it can be expected that a slight malfunction or an

i nproper oper at¢entents Rf prhe canswen Aécwnent ceeblecy o bheever troubl e.
Furthernore, nore wunderstandable and effective plant operations or

mai nt enance i sopesst bbe/Myintemanddobmmexistingnstbam oy gss turbine.
conventional technical docunents described on papers. In addition, the

information service fgyddShidalh, GRS wNdan 28U PLSHSL B oliBIagke t he
creating of technical "docunments 'and answer docunents to inquiries fromthe

users by usigg &fﬁ?%ﬁ"\@f ay S ﬁé’llgé’értfﬁ%ﬁgi% MPV 1§:¥§t1§£‘ieﬁgﬁy}he“ by

recogni zi ng what ormation the” users nee estrons t have
and.mai nt enancc e RETRBIAG the FutShERST Cathuir Rl RECORRARE, 0] O O
reneval parts,maslgflrlge iptarl.:[esfle%ttcbn his actual field work. Also, since the
user can easily and timely obtain necessary technical
information, he can receive technical support as if there
10 were an expert of the power plant maker in the next room.
Further, since the user can more quickly obtain the answer
to his inquiry with using the answer system according to the
present system than without using it, it can be expected that
aslight malfunction or an improper operation can be prevented
15 from escalating to a sever trouble. Furthermore, more
understandable and effective plant operations or maintenance
is possible by using the answer system than by using
conventional technical documents described on papers. In
addition, the information service furnisher can consistently
20 process and manage the creating of technical documents and
answer documents to inquiries from the users by using the
answer system for technical support system.
Further, by recognizingwhat information the users need

or what questions they have about the plant components, it

25 is possible to propose optimal operation and maintenance



Furthernore, by fitly counting the workhours (labor cost) taken for a job
such as a creation of an answer docunent 5 in order to account the charge
of information service, and regularly reporting the counted workhours, it is
possible to onerously furnish information for technical support. Moreover,
since a power plant including steamturbines or gas turbines is socially

I nportant, a security systemfor 10 protecgki ng the | eakage or the invasion
of the technical information on the power plant is necessary. For this
purpose, in thhstkedsdiandto open vp pasaw businesproutii ast el e sfarenaysl em
for technical support in which the security system is inplenmented by

I ncorporating aﬁaf@§§tspa@ef§5gtgglétc15 In addition, according to this
enbodi ment, by receiving inquiries fromthe users via the internet, it is

possible to receive ﬁgﬁiéﬁ%%é Or%y\?\ﬁécw %gmﬁﬁ% ,,ﬁyﬁhﬁanjsor labo

techni cal support around t ock, can 1 nplement quic technica
support respondin Lhqui.ries.sent fromusers, .20 at renote | ogcations, such
as oversea user%?gﬁ:&q’aﬁ!‘(? ggﬁc%:’ tmuqihgsp?ggg&tﬁ%g%tq%ﬁpswri oc%esrgtr bl e
to provide an apswer _system for technical suppar{ _and a,technical support
met hod, whi éh i 30 cABF £VRFAN Fhearhazrgeupit tnfopmat PR ST EEHN]
support to a request or 25 an inquiry froma user. 39 WHAT IS CLAIMED I S
1. An answer sytsegwlaslytrepertingstbporeuntedrwerkhours, it is possible

to onerously furnish information for technical support.
Moreover, since a power plant including steam turbines
or gas turbines is socially important, a security system for
10 protecting the leakage or the invasion of the technical
information on the power plant is necessary. For this purpose,
in this embodiment, it is possible to provide the answer
system for technical support in which the security system
is implemented by incorporating at least one fire wall.
15 In addition, according to this embodiment, by receiving
inquiries from the users via the internet, it is possible
to receive accesses from users to this answer system for
technical support around the clock, which can implement quick
technical support responding to inquiries sent from users
20 at remote locations such as oversea users.

In accordance with the present invention, it is
possible to provide an answer system for technical support
and a technical support method, which is capable of quickly
and accurately performing technical support to a request or

256 an inquiry from a user.



an answer systemfor a user, having a first inquiry information registering
nmeans for registering inquiry information relating to power plant 5

- techni ques and sent froma power plant user via a telecommunication network,
and a first inquiry- history information registering neans for registering
inquiry-history information relating to the power plant techniques and sent
from ‘the power plant user; an answer si@ten1for a service furnisher, having
a second inquiry 10 information registering neans for registering the

inquiry infgiiqm-qgrbmlml%bqg to the power plant techniques and registered
in said first 1nquiry information registering neans of said answer system

for a user, jand a,se i LEy-hist. i nf ar i egi stering neans for
regi steri ng1t he i ﬁ‘ﬁtﬁq}%%rkﬁygﬁbi& t?hﬁggﬁg?qp}ﬁ%%bﬁﬁaét o the power plant
techni ques and sent fromthe powe 15 plant user; ns for preventing the
nqui ry i nformati i PEPAET RYSEETL 108 BoblSe phavits e ellishi BALEY aRIPTENCL: or ed
in said first inquiry information regj steri,nﬁ}smeans of  said answer, system
for a user ERHSIERBY '%‘Sﬁﬂﬁyfof KESEENNG WagdnTosmatia; redaling 1o powes; plapt st
inquiry-history information registering neans for the inquiry-history 20
i nf or mat ¥ ontgabifuRs ad aeridsead PYWBLRlsNtEser e 8 tﬁl?@%ﬂ@@éﬁﬁ% TN
network; means for preventing the inquiry information relating to the power
pl ant t echangues fisgidinatyst Ristaay | nfermalione cegisteringuinmgarisnffor ragistaring
regi stering neans of said answer systemfor a service furnisher and the
i nqui ry- hi stroury2aisiony arfombatern radafing terted pawes gilanttecomiques qodrsgnhirsetror y
regi stering neans for 40 inquiry-history information from being accessed by
out si ders vile pbwer pintasemuni cati on net work;
an answer system for a service furnisher, having a second inquiry
10 information registering means for registering the inquiry information relating to
the power plant techniques and registered in said first inquiry information
registering means of said answer system for a user, and a second
inquiry-history information registering means for registering the inquiry -history
information relating to the power plant techniques and sent from the power
15 plant user:
means for preventing the inquiry information relating to the power plant
techniques and registered in said first inquiry information registering means of
said answer system for a user and the inquiry -history information registered in
said first inquiry-history information registering means for the inquiry-history
20 information from being accessed by outsiders via the telecommunication
network;
means for preventing the inquiry information relating to the power plant
techniques and registered in said second inquiry information registering means

of said answer system for a service furnisher and the inquiry-history

25  information registered in said second inquiry-history registering means for



comuni cati on neans for comunicating the inquiry information relating to

t he power plant techniques and registered in said second inquiry 5
~information registering means to an information service furnisher; nmeans for
inputting an answer responding to the communicated inquiry information
relating to the power plant techniques; and nmeans for sending the input
answer. to the user via the telecomuni @tion network; and 10 wherein said
answer systemfor a service furnisher is provided with a processing program

f t aki i i [ t
or taking | Jﬂ‘gﬁh@@kfalr{f?frrr]ﬁ%tﬁr{/ eﬁgﬁo%éuﬂgota%eéé‘éﬁ“ B?/ nobf&&’ér’gﬁ Vi#Mthe

regi stered | rmatton registering neans o sald

answer syst féJb&%rr%n%%%o ﬁ&ﬁoﬁgl d second inquiry information registering

means of said answer Sys a service furnisher, and registering the 15
answer responding_to the conmmynicated inquir Jatl n o the. power. pl ant

t echni ques. and .nsamw%'%raeé R %Bm%??émﬂeam el Siftaat

hi story-info rrgtl %r; 6 sterl ﬂ ns of sai d a.n syst&m or .a user, and
sai d ansver 'SGURAC ABF POWRIGPIANE 1o aNaYRS08 RO'S efr@gr*ﬂe‘iﬁ’ §erpaddnauiry -

constructed so that the user is able to retrieve the inguiry-history
i nf or mat § on iNfoUNalQruEadiyeliBd MRENSIRAN PFAMAtcBERYIgBANIEMId i nqui ry- history
informati on having been inquired of by the user and registered in said first

i nqui ry-hi story Mmeepsfat inpattingars aesWaprespendinde theeomgunicatas iBawry
information. 2. An answer systemfor technical support according to claimi1,
wher ei n 25 infairdatiors watirgy ks e gawversplasidechniguadeandreans for endi ng
information including 41 voice data and/or dynam c imge data to the user.
3. An answer syst emansr foeclsendalg stigpoinput f anawehi tgy teehniseal vid nflee mat i on
services relating to power plant techniques via a
telecommunication network; and
10 wherein said answer system tor a service furnisher is provided with a
processing program for taking in periodically and registering the inquiry
information registered in said first inquiry information registering means of said
answer system for a user into said second inquiry information registering
means of said answer system for a service furnisher, and registering the
15 answer responding to the communicated inquiry relating to the power plant
techniques and inputted in said answer inputting means into said first
history-information registering means of said answer system for a user, and
said answer system for a user is provided with a retrieving means
constructed so that the user is able to retrieve the inquiry-history information
20 relating to the power plant techniques, said inquiry-history information having

been inguired of by the user and registered in said first inquiry-history

information registering means for the inquiry -history information.

2. An answer system for technical support according to claim 1, wherein

26  said answer system for a user includes means for ending information including



5 tel ecommuni cati on network, said answer systemconprising: a first web
server for receiving inquiry information relating to power plant techniques
~and sent froma power plant user via the tel econmuni cation network; an
answer systemfor a user, constructed of a first inquiry information 10

dat abase, incorporated in said first web Server for registering inquiry
information relating to the power plant %echnlques and a first
inquiry-history database for registering inquiry-history information from

the power phaide d@tarandlors@arintc Yakgs elveto thavigeg. an answer systemfor a
service furnisher incorporated therein, said answer systemfor a service

furni sher being 15 constructed of a second inquiry information database for
taking in and registering inquiry information relating to the power plant

techni ques, g regi $4ergeswér S d;ﬁerw ek ékEHHlééf [ uﬁ?’bﬁat k&ﬁlsﬁiﬁ%tl i gasai d

answer systemfor a user, a secon inquiry-history in t abase

for reglste ui to orjat i e Ian S 20 a
first fire 11Iaf;"nflh(g'gprée(%(/r\e’{(r%tt.e:gngF‘%ﬂﬁi"“{r‘ ané?ry%%%r tnPon re c{l"l%ng Itlvbauteé
power pl %nt t echni ques .and rtgvg)lrster i st |n uiry information

dat abase ftelgﬁPan] HLCECHNTS p\‘/’Fﬁ"‘“ Hs{e'ﬁr SY%&W ‘?ci;nﬂr'i" g‘ry i nformation

regi stered in sai d first ui ry-history dat abas fraom bej ccessed by
outsi ders via the? fist é’&%t?‘rﬁﬁqf %’f 6ﬁ°ﬁ°’i¥‘f&o'ﬂ"ﬁ“‘@5n maHO'gé'@lﬁﬁ'g’gﬁor BOK& | for
preventing the inquiry information relating to the power ant techni ques
and regi st et tgChBioHes @PFRENt Am ByPIWEPIFRE HBBN V'&a‘f‘ﬁﬁﬁ@’@"ﬁ?”“é@?@“%cond
web server and the inquiry-history information registered in said second

i nqui ry- hi st"&tyotkat abase from bei ng accessed by

an answer system for a user, constructed of a first inquiry information

10 database, incorporated in said first web server, for registering inquiry
information relating to the power plant techniques, and a first inquiry-history
database for registering inquiry-history information from the power plant user;

a second web server having an answer system for a service furnisher
incorporated therein, said answer system for a service furnisher being

15 constructed of a second inquiry information database for taking in and
registering inquiry information relating to the power plant technigques,
registered in said first inquiry information database of said answer systemfor a
user, and a second inquiry-history information database for registering
inguiry-history information from the power plant user;

20 a first fire wall for preventing the inquiry information relating to the
power plant techniques and registered in said first inquiry information database
of said first web server and the inquiry-history information registered in said
first inquiry-history database from being accessed by outsiders via the
telecommunication network;

25



5 outsiders; an intranet for comunicating the inquiry information received
by said second web server to a service furnisher; an input unit for
inputting an answer to the inquiry information conmunicated via said
intranet; and 10 a mail server for sending the answer to an inquiry fromthe
user inputted in said input unit; and wherein said answer systemfor a
service furnisher is provided with a prétessing programfor taking in
periodically and registering the inquiry information registered in said

first inquiry inf 0%’?&40?1‘81 fﬁ@k@&?@g g véﬂ?ngftﬁgﬁﬁﬂﬁ]igﬁﬁfcﬁ}‘r%ti%ﬂ‘rfe%(ting tH3RE 1 NLO

said second inquiry information ase ai swer system for a

servi oo Tur e pARerRIGRLET a9 EIRIGAART bt LHEORRTRMAIF AhRomig ! Y

relating to wer ant ni qués and 1 npu n- sal nput unrt into
said first history-information database of said, answer stem.for a.user,
and sai o anditoasR dnsnbh 5eRRdWRE SR B inh Hing B in kgt 2o
constructed so that the user is able tqg retrjeve the ingujry-histor
i nfor mat i on "eRiStREAn) 8a1d pREPEWEIAUTY ABtory Qﬂ?@sﬁ'o% gn &GF?@s-erqy?Vory
information having been inquired of by the user and registered in said
first redi st@pidgsreans for the inquiry-history information. 25 43 4. An
answer system for technical support according to claim1, further _
conpri sing a neandrT witrapgtiariagnionicating the ofouirypnigreeation negeived by s ch
have corresponded with the inquiry sent fromthe user and reporting said
wor k hours secooharelesener tubsepdcblyashen t he work hours to said user. 5
an input unit for inputting an answer to the inquiry information
communicated via said intranet; and
10 a mail server for sending the answer to an inquiry from the user
inputted in said input unit; and
wherein said answer system for a service furnisher is provided with a
processing program for taking in periodically and registering the inquiry
information registered in said first inquiry information database of said answer
15  system for a user into said second inquiry information database of said answer
system for a service furnisher, and registering the answer to the communicated
inquiry refating to the power plant techniques and inputted in said input unit into
said first history-information database of said answer system for a user, and
said answer system for a user is provided with a retrieving means
20 constructed so that the user is able to retrieve the inquiry-history information
relating to the power plant techniques, said inquiry-history information having

been inquired of by the user and registered in said first registering means for

the inquiry-history information.

25



5. An answer system for technical support according to claim1l1, further
conprising a translation systemfor translating an answer sent fromsaid
“information service furnisher to said user. 10 6. A technical support nethod
of furnishing technical information services via a teleconmunication
network, conprising the steps of: receiving inquiry information relating to
power plant techniques and sent froma tser of a power plant via an
internet, by a first web server incorporating an answer systemfor a user

constructed4of a fn shswdasystbmliori tBERHIBRIL shbiekabadhd & clhai fiefthep the
inquiry information relating to the power plant techniques fromthe user of

the, power PlogRiorfh &niddri for LRGNy WRlehAL i BFaMBLd eI RARRARS KAl

regi stering 1nquir istory lon relating to t power p
t echni ques m t.he . i frLet. fire wall
for pr event cagesRdhdes SRR R ot fefh B RRer A porlids AR NP Cessea
by outsiders via the tele o[muni ation network;, registering the inquiry
i nformation orrghglqu.?gcqlgulgf? lﬁ%%/%fo'w%woaf leﬁrﬁital?@é‘?ﬁert he first inquiry
i nformation dat abase and received by the first web server; taking
peri odi cal | y the inquiry information relating to the power plant 25
techni ques registered in the first web server, into the second inquiry
dat abase 445 of aAfetBRMeBYSterT (RirterhrisrlneNRRG GCaR G R Fladist.dHitheF a
service furnisher constructed of a second inquiry information database for
regi st eri ng COAWYisifLi yransiationnaystem fe Happlgling amncaovisr sphlafom &dithi ques
fromthe user of the power plant and a second inquiry-history information
dat abase f onnfogpatieresenicea henisShenpusaig usest ory information relating to the
power plant techniques and sent from the user of the power plant, via a
second fire wall for preventing the inquiry and
10 6. A technical support method of furnishing technical information services
via a telecommunication network, comprising the steps of:
receiving inquiry information relating to power plant techniques and
sent from a user of a power plant via an internet, by a first web server
incorporating an answer system for a user constructed of a first inquiry
15 information database for registering the inquiry information -relating to the
power plant techniques from the user of the power plant and a first
inquiry-history information database for registering inquiry-history information
relating to the power plant techniques and sent from the user of the power
plant, via a first fire wall for preventing the inquiry and inquiry-history
20  information being accessed by outsiders via the telecommunication network;
registering the inquiry information relating to the power plant

techniques Iin the first inquiry information database and received by the first

web server;

taking periodically the inquiry information relating to the power plant

25  techniques registered in the first web server, into the second inquiry datab ase



i nquiry-history information being accessed by users; comunicating the
inquiry information relating to the power plant techniques taken in the

. second web server to a service furnisher via an 10 intranet; sending an
answer to the inquiry information relating to the power plant techniques
fromthe user communicated to the service furnisher to the user via a mai
server; registering the response to the 4hquiry information relating to the
power 15 plant techniques fromthe user into the second inquiry-history

ogisteri ol R BRRRuP st Er BN a0 T e AR e REFRE LFheh P
regli stered In

the secqnd inquiry-history.inforpmati on database_.into the
[ rst | naui 9ORTCEBRPT A esdhat BT b RriceT SePRte RioRaistediT tid nBhd user
20 retrieving, in a retrieving step of the Fnﬁgiry-histoay i nformati on
inputted byerBalIRRrelafing 1o A58 iRoasi Riash PChAYeRHIGBANe &IS8f I0h 4 BOMSE power
pl ant techni ques having been inquired of by the user fromthe first inquiry
-history i mi&itn@nd oh sesPaEdBaURGhiRteYcNfergation datkasesipstriegisteing theer ;
and sending the retrieved result to the user. 25 45 7. A technical support
met hod aécormluity-histay anferreationrelaing tothsr pewergplanktechnigmesfanceernitiiony wor k
hours of a professional staff which has corresponded wth the inquiry sent
from t he usdhe asdr obiherpdiwer plast, wer & seoand fior wah dorgerevesbting thauiihguied abdsed on
the work hours to the user.
inquiry-history information being accessed by users;
communicating the inquiry information relating to the power plant
techniques taken in the second web server to a service furnisher via an
10  intranet;
sending an answer to the inquiry information relating to the power plant
techniques from the user communicated to the service furnisher to the user via
a mail server;
registering the response to the inquiry information relating to the power
15 plant techniques from the user into the second inquiry -history information
database of the answer system for a service furnisher, and registering the
answer to the inquiry information from the user and registered in the second
inquiry-history information database into the first inquiry -history information
database of the answer system for a user;
20 retrieving, in a retrieving step of the inquiry-history information inputted
by the user, the inquiry-history information relating to the power plant
techniques having been inquired of by the user from the first inquiry -history
information database constructing the answer system for a user; and

sending the retrieved result to the user.

25
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7. Atechnical support method according to claim 6, further comprising the
step of:

counting work hours of a professional staff which has corresponded
with the inquiry sent from the user and reporting the work hours or charges

calculated based on the work hours to the user.



