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Global e-learning System for Technical Support Engineers
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With the increasing globalization of business, there is a strong demand to strengthen the system for
managing after-sale service activities at overseas branches so as to stand out among our competitors.
For that purpose, securing and training engineers for technical support is one of the most important
issues. The KOBELCO CONSTRUCTION MACHINERY CO., LTD. (KCM), one of the most globalized
companies in the KOBELCO group, has deployed an e-learning service for training support engineers
since 2009. Having first released the e-learning service for Japanese engineers, KCM has extended it
to the overseas branches since 2011. As of the end of 2013, the e-learning service was effectively being
used as a common platform for training engineers in approximately 20 countries. Referring to those
experiences, this paper discusses the possibilities and challenges in the use of IT for training after-sale
service technical support engineers in the overseas branches.
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Fig. 1 Screen-shot examples of a global e-learning system for technical-support engineers
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Table 1 Example of e-learning training programs

Category Title of e-learning training program (example)

(4)Misc.

(DBasic hydraulic (1)Construction machinery hydraulics: mechanism
(2)Basic information on hydraulics

(3)Pump overview/ Hydraulic pump input and output
variability

(total 14 programs)

(Z)Machine elements (1)Machine element and metallic material
(2)Metalworking

(3)Welding, flame cutting, penetrant test
(4)Misc. (total 12 programs)

(4)Misc.

@ Basic electricity (DElectricity and electronics

(2)General knowledge of electricity and electronics
(3)General knowledge of electric and electronic parts
(total 9 programs)

Common basic technical field

(4)Misc.

@ Basic excavator (1)Excavator outline

(2)Hydraulic system

(3)Construction machinery with Mechatronics
(total 17 programs)

(®Model training Special technical information about new product models
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