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Search navigation using situation dependent keywords
Izumi Kohno, Yoji Miyazaki
Service Platforms Research Laboratories, NEC Corporation

We developed a navigation system in order to match equipment failures to repair methods to increase
efficiency at a contact center. When a user inputs/selects a keyword, search results and navigation
keywords are shown. Our system creates navigation keywords related to situations based on search
results and input keywords. We extracted the keywords that describe the “failure places” and
“symptoms” of cases. A user input and the navigation keywords have a relationship between the “failure
place” and “symptom”. The system scores each navigation keyword by the number of related cases and
past selections, and presents high scored keywords to navigate a user. In our evaluation, 79% of inquiries

were made by the navigation function, so we found this navigation would be useful as a search support.
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