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E-mail Question Automatic Answering Support System

Satoshi Ohmoto, Xiaochong Lin, Hidetoshi Nagai, Teigo Nakamura and Hirosato Nomura
Kyushu Institute of Technology
Iizuka 820-8502 Japan
nomura@ai.kyutech.ac.jp

Abstract The present paper discusses a support system at a mail call center, The mail call
center receives inquiries from computer users by e‘mails. Then the mail call center replies to
them within 24 hours. In order to cope with such a hard task, we propose a system that can
perform almost all automatic processing except the final check by a human before sending off
the reply to the user. First, we develop a Q&A database by using the reviewed Q&A mails. We
categorize these Q&A data depending on their contents. Every category has its own answer
respectively. Second, we apply the document vector method so that the system calculates the
similarity between the new inquiry and the question categories in the Q&A database. From the
answers attached to the found question categories, it generates the candidate new answers that
might be adequate to the question. Finally, they are transferred to the reviewer in order to
select the most adequate one. According to our examination, by using 145 question categories,
we obtained 86% precision about determining the right question category. The system is ready
to use at a mail call center. :
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