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The effect of visual information in collaborative troubleshooting

Shunichi Yonemura™ Masaru Miyamoto* Momoko Nakatani ™

Abstract Various communications services are emerging with the spread of the broadband network.
This is complicating system operation, and call centers are handling a lot more inquiries. Most calls are
made by users with little technical skill and the questions are raised often. Unfortunately, such users take
a long time to solve even simple problems. A key problem is that the operator has great difficulty in
accurately grasping the trouble event and the operating environment of the system. Moreover, it is not
easy for novice users to execute the instructions given by the operator. The increased popularity of IP
telephones and vision-capable cellular phones suggests that audio and video channels may be used at the
same time for problem solving. We examine the effect of visual information on the effectiveness of the
collaboration of a novice user and an operator. We observed an audio group and a video group performing
the same task and assessed their performances in terms of execution time and the number of utterances.
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