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Support of Problem Solving in Ill-Structured Problem Space:
An Empirical Study in Home Network Troubleshooting

TAKEHIKO OHNO ,T Kosukk Sarro !
MASARU M1ryamoTo 2 and YoicHr Karof!

In everyday life, we often encounter the kinds of problems that have no clear
goal, no obvious solutions, and no valid answers. These problems, described
as ill-structured, is known for difficulty to solve the problem. Troubleshooting
in the home network is an example of the ill-structured problem. It requires
the technicians high skill of problem solving strategy and system dependent
knowledge. We describe the cognitive aspects of problem solving in the home
network troubleshooting, and introduce the home network check tool which it
developed to support technician’s troubleshooting activities.
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