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Improvement of Help Desk Operation by Q&A Case Referencing
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In help desk services, it is important to be able to promptly answer questions from customers. The accumulation of question
and answer (Q&A) cases and efficient referencing of a database of such cases is an effective method of shortening the response
time.

At the Toshiba Computer Information Service Center (Toshiba ISCw), examples of Q&A cases are stored in a database and can
be searched by natural language using a knowledge sharing system developed by the Toshiba R&D Center. The rate of retrieval of
Q&A cases by the system is 23%. The response time to questions about operating systems has been shortened to about 38%.

SUZUKI Masaru
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Example of Q&A case referencing result
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Relationship between referencing status and product
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Relationship between referencing status and type of question
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