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Similarity-Based Case Document Retrieval for Help Desk System

Hiroshi Tsuji, Hisaorlh'se, Susugu Tsuhara and Kazuhisa Kinugawa*
Systems Development Laboratory, Hitachi, Ltd. and Hitachi Electronics Services Co., Ltd.*

This paper describes a help desk éysten'on WWW which retrieves relevant cases to customer’s
new problem from document database. The input of the system as trouble shoot ing report is described
innatural language and t_he system uses keyword-matching algorithmwhich calculates the similarity
among new problem and cases in database. Our system implies whether new case can be added in
database or not based on the same algorithm. There are also a'couple of features for usability
such as log analysis function for case maintenance and annotation function for retrieved case.
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