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(57) ABSTRACT 

An ansWer system for technical support comprises 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 ?re Wall for preventing the information of 
the inquiry, Which is stored in the inquiry-information data 
base, from being accessed by outsiders via the telecommu 
nication network; an intranet for communicating the infor 
mation of the inquiry, Which is stored by the Web server, to 
an information service furnisher; an input unit for inputting 
an ansWer to the information of the inquiry, Which has been 
communicated via the intranet; and a mail server for sending 
the ansWer to the information of the inquiry, Which has been 
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ANSWER SYSTEM FOR TECHNICAL SUPPORT, 
AND TECHNICAL SUPPORT METHOD 

BACKGROUND OF THE INVENTION 

[0001] 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. 

[0002] Conventionally, as technical support for a user, 
direct support performed by engineers Who are sent to the 
?eld, 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 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. 

[0003] (1) A person in a charge in a business department 
of 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. 

[0004] (2) The person in a charge in the business depart 
ment communicates the contents of the request or the 
technical inquiry to a person in a charge in a technical 
department of the central of?ce by the above-mentioned 
means. 

[0005] (3) The person in a charge in the technical depart 
ment con?rms contents of the request or the technical 
inquiry, and sends them to a design, inspection, or fabrica 
tion department in charge in a factory directly responsible 
for these contents. 

[0006] (4) A person in charge in the factory con?rms the 
contents of the request or the technical inquiry, and prepares 
the requested technical documents or an ansWer to the 
technical inquiry. 

[0007] (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. 

[0008] (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. 

[0009] Thus, in the above-described conventional proce 
dures, the request for the technical documents concerning 
the operation or the maintenance, or the inquiry concerning 
the technical items, are ?rst 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, tele 
phoning, facsimile, or mailing. 

[0010] As described above, to implement technical sup 
port for a user, technical information has been convention 
ally communicated in the form of documents such as tech 
nical documents, an inquiry paper, etc. Such as a 
communication means cannot quickly correspond With a 
request for technical support from a user. Therefore, quick 
and accurate technical support has been strongly desired. 

SUMMARY OF THE INVENTION 

[0011] The present invention has been achieved in con 
sideration of the above-described problems, and is aimed at 
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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 
inquiry from a user. 

[0012] To achieve the above objective, the present inven 
tion provides an ansWer system for technical support for 
furnishing technical information services via a telecommu 
nication netWork, the ansWer system for technical support 
comprising: an Web server for receiving information of an 
inquiry sent from a user via an internet; an inquiry-infor 
mation data base for storing the inquiry information Which 
has been received by the Web server; a ?re Wall for pre 
venting the information of the inquiry, Which is stored in the 
inquiry-information data base, from being accessed by out 
siders via the telecommunication netWork; an intranet for 
communicating 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 responds to the 
information of the inquiry, Which has been communicated 
via the intranet; and a mail server for sending the ansWer to 
the information of the inquiry, Which has been input by the 
input unit. 

[0013] Further, to achieve the above objective, the present 
invention provides a technical support method of furnishing 
technical information services via a telecommunication net 
Work, 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 ?re Wall for preventing 
the information of the inquiry from being accessed by other 
users via the telecommunication netWork; storing the infor 
mation 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 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. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0014] FIG. 1 is a schematic diagram shoWing the com 
position of an ansWer system for technical support of an 
embodiment according to the present invention. 

[0015] FIG. 2 is a schematic diagram shoWing the com 
position of an ansWer system for technical support of 
another embodiment according to the present invention. 

[0016] FIG. 3 is a schematic How of processes performed 
by the ansWer system for technical support of the present 
invention. 

[0017] FIG. 4 is an eXample of a display shoWing an 
inquiry and an ansWer to the inquiry. 

[0018] FIGS. 5(a) and 5(b) are examples of displays 
shoWing technical information including voice and image 
data. 

[0019] FIG. 6 is a How chart of processes performed in the 
ansWer system for users according to the present invention. 

[0020] FIG. 7 is a How chart of processes performed in the 
ansWer system for an information service furnisher accord 
ing to the present invention. 

[0021] FIG. 8 is an eXample of a picture displayed on the 
screen for input operations Which are performed by a user. 
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[0022] FIG. 9 is an example of a picture displayed on the 
screen for input operations Which are performed by a user. 

[0023] FIG. 10 is an example of a picture displayed on the 
screen for input operations Which are performed by a user. 

[0024] FIG. 11 is an example of a picture displayed on the 
screen for input operations Which are performed by a user. 

[0025] FIG. 12 is an example of a picture displayed on the 
screen for input operations Which are performed by a user. 

[0026] FIG. 13 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0027] FIG. 14 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0028] FIG. 15 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0029] FIG. 16 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0030] FIG. 17 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0031] FIG. 18 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0032] FIG. 19 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0033] FIG. 20 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0034] FIG. 21 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0035] FIG. 22 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0036] FIG. 23 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0037] FIG. 24 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0038] FIG. 25 is an example of a picture displayed on the 
screen for input operations Which are performed by an 
information service furnisher. 

[0039] FIG. 26 is a picture shoWing examples of input of 
the retrieval conditions and results of the retrieval. 

DETAILED DESCRIPTION OF THE 
EMBODIMENTS 

[0040] In accordance With the above system or method 
provided by the present invention, a user can access a Web 
server Which is provided by a information service furnisher, 
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via an internet, and acquire (doWnload) a set of disclosed 
information. Further, if the user input his inquiry to the Web 
server, the inquiry is automatically stored in the Web server. 
This inquiry is periodically and automatically taken 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 timely acquire 
the information Which he needs. By the ansWer system of the 
present invention, since the information 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 advan 
tages are brought about by the information-exchange 
betWeen the user and the furnisher, and 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 deter 
mined. This can bring a information service-furnishing 
business into existence. 

[0041] 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 of any omission or delay in ansWering to the 
inquiries, and since the inquiries are stored in a data base, the 
time-series control or the reuse of the ansWers to the 
respective inquiries, has become possible. 

[0042] Hereafter, details of the embodiments Will be 
explained With reference to the draWings. 

[0043] FIG. 1 schematically shoWs the composition of an 
ansWer 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 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. 

[0044] In each poWer plant to Which an ansWer system of 
this embodiment is applied, computers 1 or mobile 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 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?re Wall 17a is provided 
to prevent an unrighteous access performed by an outside 
person (outsider), and it permits an access to the ansWer 
system 5 for the users, Which is conducted by a registered 
user. 

[0045] The ansWer system 5 for the users includes an 
information processing program (1) 6 for displaying a login 
picture, a menu picture, an inquiry format picture, and taking 
in data input from these pictures; and a plurality of data 
bases such as a document data base 7 in Which documents 
disclosed to the users are stored, an inquiry history data base 
8 in Which a history of all inquiries 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 
information service furnisher), etc. Further, a retrieval sys 
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tem 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 ?re Wall 17b is provided to prevent outsiders from 
encroaching on the second Web server 10 or an intranet 11 
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 ?re Wall 17b, and is automatically 
taken 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. 

[0046] An ansWer system 12 for the information service 
furnisher, Which is operated in the intranet 11, is situated in 
the second Web server 10. The ansWer system 12 for the 
information service furnisher includes an information pro 
cessing program 14 for periodically taking in contents of 
respective inquiries sent form the users, Which are stored in 
the inquiry content data base 9, and for creating each ansWer, 
Which is implemented by a ansWer center 18; an inquiry 
content data base 15 in Which the contents of respective 
inquiries sent form the users are stored; an automatic trans 
lation program 16 for translating, for example, an 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 data base 73 
in Which technical documents such as design speci?cations, 
design draWings, etc.; and a retrieval system 74 for retriev 
ing information in the inquiry history database 72 or the 
technical document data base 73. The ansWer center 18 
includes at least; one inquiry-receiving and allocating person 
19, one regional inquiry-managing person 20, one translator 
21, one ansWer-creating person 22, and one system-manag 
ing person 23. Further, processes implemented for creating 
each ansWer are executed by these persons While using an 
information processing program (2) 14. Also, the retrieval 
system 74 retrieves information stored in the inquiry content 
data base 15 or the inquiry history data base 73 in accor 
dance With the request sent from the ansWer center 18. The 
contents of the ansWer created by the ansWer center 18 are 
made up as an ansWer document 25, and this ansWer 
document 25 is sent to the user by e-mail via a mail server 
24. 

[0047] 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 user 
are informed in advance, While using the computer 1 or the 
mobile terminal 2. Further, the user logins With his identi?er 
and a passWord, of Which he is informed in advance, on the 
?rst picture displayed by the ansWer system 5 for the users. 
Also, the user sends his inquiry to the Web server 4 for the 
users, or receives an ansWer document or a technical docu 

ment according to guides Which are displayed in pictures 
shoWn by the information processing program (1) 6. Mean 
While, the contents of the inquiry sent by the user are stored 
in the inquiry history data base 8 and the inquiry content data 
base 9. Furthermore, the user acquires information for 
operations or maintenance of the plant from the disclosed 
document data base 7. 
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[0048] The information service furnisher situates the 
ansWer center 18 composed of the inquiry-receiving and 
allocating person 19, the regional inquiry-managing person 
20, the translator 21, the ansWer-creating person 22, and the 
system-managing person 23, in the environment of the 
intranet 11. By the ansWer system 12 for the information 
service furnisher, the contents of the inquiries sent by the 
users are passed trough the ?re Wall 17, and are automati 
cally 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 ?xed-form e-mail is automatically sent to 
the inquiry-receiving and allocating person 19 in the ansWer 
center 18. 

[0049] By receiving the ?xed-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 
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 
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 
corresponding With the inquiry to the selected person by 
using a ?xed-form e-mail function provided in the informa 
tion processing program (2) 14 in the ansWer system 12 for 
the information service furnisher. 

[0050] The regional inquiry-managing person 20, the 
translator 21, or the ansWer-creating person 22, Who has 
received the ?xed-form e-mail of the request for Work 
corresponding With the inquiry, logins into the ansWer 
system 12 for the information service furnisher, and corre 
sponds With the inquiry, in the same manners as the inquiry 
receiving and allocating person 19. Then, they select the 
next person 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 ?xed-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 person 19 by means of e-mail via the mail server 
24. MeanWhile, in the ansWer center 18, the ansWer docu 
ment is ef?ciently 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. 

[0051] 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. 
[0052] In the embodiment shoWn in FIG. 2, both the 
ansWer systems 5 and 12 for the users and the information 
service furnisher are situated in the Web server 4 for the 
users. In this embodiment, although the users and the 
information service furnisher use one Web server jointly, the 
technical support for the users can be performed by the same 
operations as those in the embodiment shoWn in FIG. 1. 

[0053] In FIG. 3, a schematic How of processes Which are 
performed by the ansWer system for technical support 
according to the present invention, is shoWn. 
















