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Case Studies on the Production and Use of Knowledge toward
Development of a Community Knowledge-based Environment

FUMIHITO IKEDA,1.t2 YASUHIRO YAMAMOTO,2 SHINGO TAKADA'3
and KUMIYO NAKAKOJI{2,14,15

As organizations become more and more distributed and working styles become more and
more flexible, there is an increasing need for a community knowledge-based environment,
which enables knowledge production, accumulation, sharing, use, and adaptation within an
organization over network. A knowledge-base for such an environment should be constructed
as it is used, with the goal of accumulating “more useful” knowledge which supports users’
tasks more “effectively” when it is being used. This paper presents the results of our case
studies conducted on the production and the use of the community knowledge-base for sys-
tem engineers (SE). The knowledge-base contains a set of Q&A (Question and Answer) pairs
regarding software development, such as trouble shooting and information requests on new
products, which were accumulated through email interactions between SEs and a company’s
technical support team. Through the study, we have observed that: (1) many of the ques-
tions that obtained “good” answers had structural characteristics; (2) there was a correlation
between the knowledge recognized “useful” at the use time and the knowledge recognized
“yseful” at the accumulation time; and (3) the structural characteristics identified in (1) were
useful in retrieving more “relevant” Q&As from the knowledge-base. The paper concludes
with a discussion on how these findings can be used as guidelines toward development of a
community knowledge-based environment.
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Fig.1 A Community knowledge-based environment.
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Fig.2 A framework for case studies.
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