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Abstract

In the manufacturing industry, repairing failures of products caused after their sale
is also important in addition to the production and sale of the products. Fujitsu's
major customers in manufacturing receive over several hundred thousand to a million
requests for on-site repairs from customers annually. Improving the efficiency of
repair services is a business issue. To improve efficiency, identifying required repair
parts to fix the problems at the time of failure diagnosis is the key. However, gathering
and organizing repair knowledge is extremely difficult because the knowhow tends to
depend on the skill of individual engineers and has unique characteristics. We have
developed a leaning model for failure diagnosis that enables suggesting which parts
are required to fix the problems with great accuracy in response to detected failures
by applying machine leaning to the large volume of historic repair data saved in the
repair information system and turning it to artificial intelligence (AI). As a result of a
verification test for accuracy, we have achieved a higher percentage of accuracy with Al
on six out of ten major parts, which were most frequently repaired, than the average of
accuracy suggested by the engineers. This paper describes the technique how to adopt
failure diagnosis information, which has been verified by the demonstration test, to Al,
the effect of the application, and an approach for further improvement of Al accuracy.
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