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Auto answer generation system Angel

Tkuhiro Nagatomi” Hiroyuki Honda' Nami Kato'"
Minoru Harada'"

There are many inquiries in call centers every day. Some of them have similar contents. In
this case, the operator has to say the similar things many times. To solve this problem, we
developed the Angel (Answer generation line) that aims to generate the operator's answer
from the past operator response to the similar inquiry. Firstly, Angel performs a semantic
analysis for a customer’s utterance by using SAGE, and chooses the demand sentences
having the essential contents of the inquiries by analyzing the intention based on the
modality of words. After that, it extracts keywords from demand sentences, and searches
the past inquiries which contain those keywords from Q&A database. Finally, it performs
graph matching between the demand sentence and the retrieved Q&A examples, and
outputs the answer part of Q&A example having the highest similarity.
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