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An Automated Follow-up Service for Technical Support Help Desks
Yoshitaka KUWATA, Masashi YATSU and Nobuo KOIZUMI
Laboratory for Information Technology
NTT DATA CORPORATION

ABSTRACT
As the importance of customer support recognized widely, call center systems, or help desk systems become
populer.

use of customer information gathered, and (3) proviude the best service quality. In this paper, we propose an

There are three major goals exist in the help desk systems; (1) reducing the running costs (2) make best

automated follow-up service by electric mail to the customers of consulting help desks, in orderto achive the goal
(3). The system identifies the customers’ interest from their queries and sends back the related Q& A information

to the customers automatically. We confirm the usefulness of the system from the experiments in our company.
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