Approaches to Human Resource Development for Service Engineers
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Abstract

In order to provide the most suitable life cycle management (LCM) service for customers,
Fuyjitsu FSAS is enhancing the training of the service engineers who handle all the stages of
the LCM service from planning and design to operation and maintenance. For human
resources development, it uses a company-wide system from drawing up a policy to policy
implementation, assessment, and practical use in business. This policy- and plan-based
system corresponds to the hierarchical training and technical certification system that
authorizes qualifications in the company. This paper explains Fujitsu FSASs way of
thinking and the human resources development system, focusing on the technical
certification system. It also introduces human resources development for newly hired
employees, interpersonal skills training for smooth communication with customers, and

management skills.
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Fig.1-Process for career promotion in human
resources.
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Fig.3-System for career promotion in human resources.

-1 Bl L AR O FERR

B TEFeE DR
eSS o
B PSE : Platform System Engineer
1EH MSE : Management System Engineer
R5F (YA b .
AT CE : Customer Engineer

Bl — TSE :

Technical Support Engineer

® %%

BT 7Y AT, el - R, AT
HE DR ATHIGE LI ARV EFEEO AMEBRKT S
e, B30X)cXx V77— T —7 % [
ERIFHE |, [T =hrTF1 2], HEABNAX
V| DEOOFEIISTER L TV D,

(1) MEERIHE

ANFEBROBEIL a7 y—m ke
BT HENOTHERR TH D, FIAEEATHED
Ey, EE U —&, @R EIRE D BN DR,
ZTOREBTROLND Y —F Ty - YR TA
YRR EDARNEERT D,

Q2 TI/=hNTFA LA

= RAOERIZRDT 7 =NV AX VAL
L, AT EDAF LUV LY, FENC
I CTERERE) e A vty NEED, [T =1
TA B AKR] ZRELEMES & LTS,

(T = INT A ARIE] IZBWTE, &1
WRT LIS, BENCKIS LIHERRZ ER L T
Wb, F7o, ERL-VWIGE LT, HIAMLEHMEE
TLLThD TOAENGEEETOY —X 7
T AT DI E TABPET, WHE, SNER, &
BEMAAEDOE TENEFE LREL ML TV D,

210

BHREITOERFRA > MTOWTIE, KETFEL
<ikR3,

BB, TI=HINTA B AMRRIT, REEER
WNEE L TWAHITSS (IT Skill Standard) & D¥%
AHEEEBE LTS,

(3) fEHABIAF VL

FEE D BEHERE T — B AT e A OFH,
BEREROIS/R ET, FEBEEZHLELTNDT
VORTEBIKLTAFAT v T EH - TV D,

FHOZALSAEURIZEBAMBROHE

ARETH, AR LEBRORX—RALRDT 7 =T
NTGA T AERITONT, T, HREITOBERK
DRLWNWERZADRA v FEBRR, S AMERK
EHEET DA E L CAMBEREHE Y AT L%
45,
® JRENIGLCHEBRKRS > H
[E£ERNEMK]

BB 7Y AOEEL, A7 THERSOMRST -
HEH72 Y, LCMY— B ADBRER DO OKE & Ff
D, N OBEECE Ll ¥ - SE &L L
T, BREROMEMRZ T IZIREEZIT) & &bl
PR HEHET 5, AT A OB HELCIT B
WEICL Y, BEEOCITHM TIE, ITHE ORI
iRz RDDDOIFH L Ieo TS, T T, HHEH
BERAERTIE, 2E VY a— g VEE, 1
AP T 4 v 7 EHEENLET, BRARIC R
RIBERNTEDLAMOBHEZR > TS, £,
(R4 T T r=F VA b EIESELE L Hom
DOFERFEID S E TO 7 v & AEHIFEOMHE
WL ELLmEE L oEERLE K> T\ D,
[E%5t+ - #BEEZES (PSE) OFEHR]

BEEY AT LOA 7 Ti%eE - IEEEOEE| 2R
9SE#PSE &L IE.5, PSEiX, BEHEO=—X%t
TV T LV AT LB 2L LD, Rt
RFP (Request For Proposal : #22KHHEE) /b
WY ) a— g U EENZD T EER AN
VBT D, ETz, BEF - I, NI A X DK
WK T 2 7 NEA OB ERIER E MR
b LT AR ADBREIT D, 22T, 2L ED
EAr#kiciE, Windows, UNIX, ¥ % =074, 7
N—T =T, EFRREDILODOHEMa—AEHE
L, AXU¥ URFEERLTWD, EHIT, &4

FUJITSU. 60, 2, (03, 2009)



BOANRT Y U A NEEEL TBEROTm Y =
fE~wxTP A ML, PSEEZHNQD THAEY —
Z LS AMEBRL TN,

AU — X1, B LESEOEE ) vy K%
{t L72ITIMAP (IT Infrastructure architectural
Method And Process : SDEMZEEAEAE o 27 LK
iR i Leko7Te s N —FE2EDD
MTH S,

ERESE (MSE) OFR]

BERS AT LOEMRGHOEM Y — B A ETD
HHZH S5 SEAXMSE LS, EH T = —XTO
=B R EZETHY, B ZITSLA (Service
Level Agreement) DOfERE & fiifs, EHFIEEOIE
B, AR ST EAIERE O & o, R L,
BEAEDOME 2 DERIZE DT HIVDIRIAN A F /LR
MBI D, Z0), PSED L 9 REfa—=x
ERREE TS, RREFELISME, Z< OWHEN LB
FRRD Y AT BZE DT EZBIR L T T
HEIICLTWD, Fz, HEAZRIRT LA FT
A & LTRRD K D 7248 53 BRI HELSRE 2 AR
ZEFZLTND,

* VAT DWEHEIEG (BEARITEMA D)

- FIAERNS (ST TR —ERER)
- PR SR

EARE - =Y AF b
CEER e AT

CEAY R =V (FEALEH~ R AL N)

X 512, ITIL (IT Infrastructure Library) =2,
ITILIZHER L 728 H@ESEERE ) v ANUTh D
ITSMOP (T Service management & Maintenance
& Operation Process : SDEMZEEAZHE E - 5T
) AL, KBS AT ACTo@ERYy— 2%
Y45 GEAY —F] LMESAMEZRRLTWD,
(R<F/HHR— FEE (CE/TSE) OEMK]

CEIZOW\WTIE, BEKRI AT DLk, 4 —
T AT L F R ZTORSFAF L, N—
Ry =7, Y7 MU =7 %08 Loy AT LMREFA
FAMERINTWD, F7z, RFET TR, iE
AP —E AL EDEENCEITRD b TV D,
Z 0 &5 IZCEDBIEILRIZFEY, 3 TIEGS (£
A 7L —24), UNIXH—3, PCH—/%, <,
BER EOFMSENS, 2~30BF O A ¥ /1
ZFFO [ AFAF NG ZERITENE LT,

FUJITSU. 60, 2, (03, 2009)

BRINNAF V2R e AN Z B LTS, S 561,
1~2TIIE-4D L 918, BEREV AT LEFHL
7 IE BRI A LR TN OMHEE v 2 —I2H
L TI0~15HHORERMIHEZ ERE L, ~ AT
LEAREHNTARST - R TE DmERAT L Z R -
TN EBR L TWD,

£z, B LBEO/— MNFCERERETIE, V7
U =T, N— U =T WA A YA N E
HNRTEDL A%, ACE (Advanced CE) & E#
LTEY, & LB 7Y 2 THIREDESS &M
IZHEE L T\ 5,

B, Ny ¥Y— RO F— FEEIL,
TSE L MEQY, Bl DCEE A L —X|THEHETE D L
5 LROCEDERMAER ZEARIZ, YR— A D
HRA XL ZBMLTER LTV D,
(NEERRBIC & 2EERTEDERK]

g OmNSRHME L2080 B2 R AJERDT-
DIZIMRE A OG22 FHEI)ITAT > TV D,

SNERERGIE, %O E VR ATKER SR
¥ AR E L, Cisco® CCIE=ITIL Manager,
Oracle Plutinum, 7R Y=/ b~ —T ¥ EKT
»5PMP (Project Management Professional),
ALY NT 4 T REROIT2—T 4 X —¥, F
¥ifkHe (BC) B CIEDRII (Disaster Recovery
Institute International) <> 3 3 ik foc #E E 1% A%
(BCAO) DORBEEHTe & DHAG % x5 2%k L
THEME L T 5, CiscoDfx EALER T 5 CCIE
X, 44 CTE LRI N—T 2O R TNy S
T ZADOBFERTHY, KEBETEERR Y U —
IAVT7ITH—ERAEXZTNWD, £, 7RV =
7 hvRx—T ¥ ThHHPMPIE, 106£41ZZELTHY,
BERO Y AT Liil - R EOT Y =27 FD
s E A IZEBRL TV D,

A5—F U RRMERE [158]
N\

System Management

— Web Eﬂ Ei' N0\39
— L3SW  SDB

— Web
EARERT L

load balancer

Storage

DB

Web? FU L AT L

B-4 BHER] A 2 —x v FEREEEEEE)
Fig.4-Case example: Creation of Internet environment.

211



m‘?/:"lb&ﬂﬁ"ﬂ ﬁ )l PSE

Fli 't '. "‘55 - RE A Y
2 W PSE| - | o TCP/IP3yh) -DIRERSE JL LA 2007/02/20
Sl |PSE| - [100 & W50 aEH (Fsas) 2008/03/12
s PSE| - [ L 77| ® 4% (e-Leaming)

b - psEl = | T | o B-TAATLOEAER (Fsas)  [2007/07/22
- =Bl 4 P05 (Fsas) 2008/01/24

P MSE - [(pemEm#TAESOS
LR [psE| - [100| & | BEPEIFESEO>TLSN

B-5  AMBERSEE S AT L OH ]
Fig.5-Supporting system for carrier promotion in
human resources.

BE, BRALZITIWTILH 20091 H BAAETH S,

@ AMERZIEVATL

TI =N TA ' ARIE A HEET DR L
TAMERESARE Y AT LEMEL, Rl T\ 5,
FEND AT v 7 BEIE, I —EORTE
FBELOmMRKICEIVIRET D, T7=INVTFA B A
HIE T, BT AFLEEBENT LRI LI
XNy hELTELEDTHELTWADT, Hik
TIEE DB DA A WO E TICHGT 50080 )
HIEZRE LAMERSE Y AT LA TERT S, A
MBRE S AT L TlE, B-50 X 5 IZATBENHE
FI R0 BEERSERR L2 VD T H Web | THER
TE, AXNANT v RO R LB 5 TN D
B ZIEK-5D X 9 IZPSED LT A & 2 A0360% %
THH L TWAE TICHOWT, EBBROBIEE 7
Uw 73 52ET, SOICFEHIZRHERE AL ORI
MR T& 5,

B, WHEEL, BOBHHOEIRIZ MR T
x5,

HAHLBEDEK

BT 7Y A TlE, AR & RN b
L1280, AEBEOIVFERMEZOITS & 7= # At B
EMIH & U CTRUERIICHER L T\ D, &<IZ, nN—
Ko =7, V7 U =T Wi TITA > 7 7 O
ED, WA —E RAZIRMET B 7DD EEE )
EOFHIEEEATHE LTV,

2T, HIAMEEHHED =S DKRA v b R
T2,
® ELEITHAHEL L TEROBME

AFEELIE A X, BAPHEE LT, fia A& LT
DIEARRLAEOHAAZERT A ThH 5, &<

212

-6 $ATORM 2B L7 IR IEE R
Fig.6-Practical drill environment reproducing
bank counter.

WCE LB 7 2B E LT, AEFETHHALT
WOHEERS (CI) oL, v~ —, 277
AT A, BF2 VT L ORIEIZ 2 ANTW D,
@ EERMLGERNAXILOERS

Hiffi#E <1k, Windows, UNIX, *v hU—7,
RV Al EOBRIKOEANZAERT LTk, BEKRD
VAT LABREEROERE DY — B R B AE LI EEN
HEICERZE TS, flz%TF5sE, *v b
J—r, T7A4T U —)b, $—208, F—4
R—=A & HrEDETA 2 —F v FREEDFHRET,
MR EEMN Y 7 by =7 OEEUHESS, #fToRA
ZEOFEEHBLICEEHRE T, BER~DORE,
RETFIESE, MEETE—BLTEBRTLMHERET
b5 (H-6),

F7o, BREZEBICHIN, FEERICHDOR
ﬁéﬁ%&bfﬁ%ﬁm%%ﬁﬁ%ﬁbﬁhfkw
ComTIA A+, ITIL Foundation, Microsoft MCP,
Cisco CCNA7Z2 E D& % 751206 U T AFLENF
EFIZRS L TWD,

@ JRFLNEEICKLLIBEHIRE

B AHEBE 2R0JT % & OKIVER & Bz
BG & OEECTHAEEZBRT 52 LI, iﬁg
oM EICR R, 22T, BB NL—T &
B L ODRNY ZigD 5728, FL—F~D
AR, AR L TR CTOHFMZIRD 72D D
SNS (Social Network Service) DIEARE%#1T-o
TWo, F7z, VEROMER TH#ITIX, AEEAL
THALEHEN H0JT £ TORRERES & B
L, BAFEEOREARICE R U728 £ 4 /A%

FUJITSU. 60, 2, (03, 2009)



THETHELE LB, FIABEOETFN— 3
T oAb ORTF TN D,

Ea—TURAFIL - IRTAY RRAXILOFHE

BEMEEDOEm WY — X 245120, #%
MiHEF TRt 2= AF AP —E R A
R, =% A L M AL ENEELROIIE ) %
THRV, TNHDOAF VA Ea B & LR
AT G 1 s BN
® H—ERRREMLEE (S-MAX)

200406 [H—v AR BISE)) & LT,
JMAM (HAREPpZI~vAX AL MUV F—) B
BH%E L72S-MAX (Service-Maximum) AHE % ke
FNZFEm L TWd (B-7), SMAXBHE T, B%
TR 2 FE D i WA D 33 Bkt s i D WG A 15
B9 25, LT, EOXIRENBEREN LM S
NTWLH0H, BWREEETTL—r A =3I
745, TL—VAN—=IVI T, 7730 7—
2 (LT A, BRI X 0 ZahE RS 2RI
ERIZLTIED, BROFE L OEITWVEZEE T OE#R
DIFERDTZVTDH, ZDXHIT, BEHEICRT
LZHP—EREEDFH N ADKISIZK]DE, HID
P RZHHEMICEY AndZxnbne
LTW5s,

ZOWHELE, T TICAMBAFEIM s HHBLIL O
FEIRIIEENCRAT L, CSIA BIGEIE L TRV T
ETCW5, BUGIZIE, 9200407 72 ) T —H2 0
BRENTND,

@ TJA—IILRIRTAYHHE

74—V R XY A MHERR, EHROICESGE
UL ZENTELYR—V Y EERTHZ L %H
& L, 20080 BHRBEL TWD, kD
HIRRIRIHE & 138700, AoBHOH Y HVOR
WO EEZBE LT AR KRERFFTH D, 2H

FUJITSU. 60, 2, (03, 2009)

BEERTRINECD

l:ﬁ’j( (174535

IFINTRIZES
SOEDEIHL. #F

ESADADBNESHERR
BERICANTEINEZLOND
BLGROTATOUFUTHEIZDLC

-7 S-MAXHHE OB
Fig.7-Outline of S-MAX training.
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