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Information gathering process of troubleshooters:
How the experts get it done

CHIHIRO TAKAYAMA 1 and TakeHIKO OHNOT!

In everyday life, we repair failed services or products, in the process of trou-
bleshooting. Troubleshooting can be difficult as there may appear to be no clear
goal, no obvious solutions, and no valid answers. Most customer support cen-
ters have recourse to one or more experts to perform maintenance and repairs
on a daily basis. So, what is the difference between an expert and someone with
just book learning? This study attempts to answer the important question of
why and how an expert can identify the failure and fix it. As a first step, we
conduct research by accompanying network troubleshooting experts, analyzing
their operations in detail, and investigating what they focus on. In this paper,
we discuss the behaviors unique to experts and their structure of knowledge, as
deduced from their troubleshooting actions.
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