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Development and Evaluation of Similarity-Based Case Document Retrieval for
Help Desk System
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Systems Development Laboratory, Hitachi, Ltd. *
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Manufacturing or servicé qupa.nies have customer service centers (help desk) to answer
various kinds of questioﬂs or claims from their customers. Since service operators must answer
them rapidly and correctly, computer systems have been required to support the operators’ work.
We developed similarity-based case document retrieval for the help desk system. It retrieves
similar case documents to a customer's question from document database. We also developed a
filtering function to reduce the number of retrieved documents by using keywords extracted in
real-time from retrieved case documents. This paper describes the keyword extraction method and

its evaluation.
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