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Abstract

To facilitate and enhance the usability of a large FAQ system, we have developed a new user-friendly,
combined content and syntactic search-based QA system that accepts free format natural language
queries from users, and guide them to an answer item by locating and pinpointing the appropriate
Q&A items within the FAQ dataset. To maximize the combined effects of both content and syntactic
searches, we have introduced a three step core procedure comprising the term expansion of FAQ items
and queries to ensure the validity of the tf-idf expansion, the DLSI (differential latent semantic
indexing)-based semantic filtering step to capture semantically similar expressions in content; and the
final flexible and powerful lexical template matching step to accommodate a rich variety of natural
language queries of semantically similar expressions. Unlike the FAQ Finder of (Burke et al., 1997)
which depends on a thesaurus-type dictionary such as Word-Net to match question and answer, the
new scheme is simple to implement. An experimental investigation using the Lucene FAQ collection
confirms the effectiveness of the method.
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Ahbraham Lincoln

[

IMLICErer

did

Figure 1: Template Example Indicating a set of Semantically Similar Questions for FAQ
Who murdered Abraham Linealn 7
\
Abraham I_—| Lincoln 7]

| Hovar ! @

Figure 2: Use’s input to be matched with Question Template

IMLUTraderer

President
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i _l Abraham I_—| Lincoln
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did

Figure 3: Modified Template

“Who killed Abraham Lincoln?” DAG(
) "Who was the murderer of President Lincoln?”
FAQ
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“How did Lincoln die?”

"murdered”

"When did Abraham Lincoln die?” "HOW” "WHOQO”
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Figure 4: Average precisions of different approaches
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Figure 5: Average ranks of retrieved FAQ items for
different approaches
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Figure 6: Average ranks of retrieved FAQ items for
different approaches
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