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Realizing “Sustainable KOBELCO-like After-sales Service System” through
Service Process Digital Transformation (DX)
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Abstract

Kobe Steel designs, manufactures, and sells custom-made nonstandard industrial machinery and plant
equipment. These products are generally used for 25 to 50 years at the customer’s manufacturing site. Even
after the sales, Kobe Steel continues to provide a wide range of after-sales services, from maintenance such
as equipment inspections and part replacement to overhauls, responding to requests for various technical
consultations, and cooperative support for customers’ manufacturing in general. This paper introduces the
company’s efforts to construct a “sustainable after-sales service system that is characteristic of KOBELCO”
through service process DX, to transform communication and collaboration among stakeholders, including
customers and business partners, in the after-sales service work of KOBELCO'’s industrial machinery.
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FEATURE : Digital Transformation to Embody KOBELCO’s Unique Value
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Fig.1 Service operation system
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Fig.2 Service business system
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