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Abstract In this paper, we focus on a call center which helps customers to solve video phone connection prob-
lems. We propose a user support, where the operator explain not only the solution for the problem, but also the
mechanism of the system during the call. We conducted an experiment to analyze the psychology behind the users’

actions. Our aproach has shown the possibility of reducing the specific anxiety to use computer and providing

deeper understanding on the system as well.
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Fig.1 Cooperative problem solving process with call centers
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