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Abstract: 

PS/IS (Parts and Service Information System) of Caterpillar Inc. at Morton, IL., is the hub of software development for all Caterpillar distribution centers. Facility Logistics (FL) is one of the software products that was recently developed and implemented in some facilities.  FL is a warehouse management software that manages the information of parts coming into the parts facility (Inbound), and going out to the dealers or other Caterpillar distribution centers (Outbound).  All of the DL implemented facilities require software support round the clock, 7 days a week.  There is little information available for the support analysts when a production problem occurs.  In addition, with senior analysts moving on to different projects there is a huge turnover of employees, and FL is constantly challenged with the training of new employees.

FLEX is a prototype developed using an expert system tool for training and troubleshooting purposes of the FL division.  The prototype delivers knowledge on some core processes within the FL application that can be used as a training tool by anyone that is new to FL. This prototype also acts as a consultant with the user asking questions on different DB2 problems and provides alternatives to resolve the problems.  This tool provides a knowledge base for FL application metadata and off-shift problem resolution tips and techniques for support analysts.  Thus, this tool can significantly reduce the training and support costs and can increase employee satisfaction.  When FLEX is fully developed into an operational system, it will be possible to clone it further for use in other applications within PS/IS as a means of continuous improvement.
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