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Case Studies on the Production and Use of Knowledge toward
Development of a Community Knowledge-based Environment

FUMIHITO IKEDA,{112 YASUHIRO YAMAMOTO,2 SHINGO TAKADA'3
and KuMIYO NAKAKOQJIi21415

As organizations become more and more distributed and working styles become more and
more flexible, there is an increasing need for a community knowledge-based environment,
which enables knowledge production, accumulation, sharing, use, and adaptation within an
organization over network. A knowledge-base for such an environment should be constructed
as it is used, with the goal of accumulating “more useful” knowledge which supports users’
tasks more “effectively” when it is being used. This paper presents the results of our case
studies conducted on the production and the use of the community knowledge-base for sys-
tem engineers (SE). The knowledge-base contains a set of Q&A (Question and Answer) pairs
regarding software development, such as trouble shooting and information requests on new
products, which were accumulated through email interactions between SEs and a company’s
technical support team. Through the study, we have observed that: (1) many of the ques-
tions that obtained “good” answers had structural characteristics; (2) there was a correlation
between the knowledge recognized “useful” at the use time and the knowledge recognized
«yseful” at the accumulation time; and (3) the structural characteristics identified in (1) were
useful in retrieving more “relevant” Q&As from the knowledge-base. The paper concludes
with a discussion on how these findings can be used as guidelines toward development of a
community knowledge-based environment.

1 MRAHL R - 71 - 7 47—V EMRREARR
Research and Development Headquarters, NTT DATA -

Corporation

12 Z BRI EHIN R KR ER T R t4 BEEAHRBFER E TR 21
Graduate School of Information Science, Nara Institute PRESTO, Japan Science and Technology Corporation
of Science and Technology 15 H&H SRA V7 b = 7 TEREHR

13 BREERAFHTER Software Engineering Laboratory, Software Research
Faculty of Science and Technology, Keio University Associates, Inc.

3887




3888 ' | TR S G

1. L ® I

HRIEADD LB — AL AT 2D EEMN
PECIBVWTIEF-TETWAEDMN), ZoxLhEE
rL<, '
o MBOSBAL: Fu—nNparRy1avick
bivy, BROALLTEINI O E Y R AR
PVELZ>TETWS.
o ANMOSEUL : TNV —T I 2T RRVv b T2 %D
BHREEHMOESICLY, 7L 77— 2% SOHO
(Small Office/Home Office) %DH L Wl X )
FPEHEhOOH 5.
o A\HOFENL: VA7 F ¥V FEICL B
BOBECGEDON S, AMOmBIcLbiw
MEAOHBICTHIRBLTLE ) v ) HE
PELTWVAS.
ERHTFonb. ) LIz AR TEIbIcE b
% ) MEBEBOEFEC 20, Ry T2 E4H
L-m#o®k - T, a8, Rt - P82
TIa2nT 4 AN ARROERF RO LN T 5.
T3 2T 4 HEHR-ABREBOBEIIBVLTIE,
(1). HEBROFTHE - EH WP CHOBVAHE LY
£ O EEREL THRICOBRL LK
LTwid, BV

(2) SRkoREE - FIA R - FRENT-HBEE
FIRTABIC, (RE-BR- 74—FnNv 7]
LWL 7 VR ORI EEICTEET 559,

LV 2 00RIEICERT 2 LEND D, HERORFIE
TiE, s ofEOVThr—HEERBL 725 07
v, LaL, HOBVWAREE BEICRR 2~ —
AN H o> THENERET 2 HEFA T THNTE
OBVHEEFIHT A LIITEY, Mz, BRIh
EHENTVLABOEN D T V& L RiFUTHRET
AEEFBRLTCWCHEOB VAR EFAT LS L id
TEZW, L72d5oT, Zhb 2 00HEIIHAmMC
EZRIN L TNT L6 R,

AFEOEEE, DX I % 200MEE HEMIC
EZRLENFO I I 2T A MR- ARERREL T
W ZETHDH. TOL)RRELFET B,
fesk, B oRM-FHL VO EES S, MR-
AT BRRERCHEN - AORRL Y VU %5
iy 2FENEONTER. 29 LEBEFEOFMEF
BT, LDERMENZDFDMBR-RACER S
TR WIS, REERICERL 2 VRELET
o THI—FHFEEMIRL TWIZHRTH 5 WHE
HEHZELTWERY, Lo T, Bl - EHshs

Nov. 1999

Bo [EO®] Wik, BLURE - FIH Sh 2k

[EOR ] AL 3ELALDEIBVDTHBpy

BL2ICT 2L L bIC, TIRAICBIT 2H&ED [7)

DOHBAMRERAONICTHI LA, II2=7 145

R-ARBOYUFBILETH 5.

CDLXIBEBEPS, WAL, (k) NTTF—»;

HBTAVAF ALY Y =7 (SE) %8BT 270

R - B SA TS, BlL EEO % may |

TERLT I 227 A HRAN—AEZNRIC, Hgo

Bk - L RE - A E VWD 2 008 E» S HES

MEEBL, UTOX ) ER2EL.

(1) HEOBEEFRICBNT, BEFFCLE-T (g
OB EEEEERTEERICE, ZOERN
HEZ L ICHEENFES RO .

(2) RELABCBYTRZRINIWHO (K] %
[fRicaro] 2L h, BRLTWIZ] dory
I, ) 20DBESLTRLIE T S,
FIARCBWT [RCyo] @SN mE
X, ZOMBOTERE, T%bb SEAERM%
TuEhic T 3EE2 BB, ZOoEEY
[EXFEV] L BEL THAE#TH 2@
Rohi-.

(3) —%, SE#%, BOVERT2HBLREICL .
DEBT A7-0101E, ABOREIIGE 7R
KEHEFIEL 237 —FEy b EBAVWTR
REFH)ZLDTEHTHHZ LDBEShI,

RETHE, FHROAENRTHSH, VAT ALY

D=7 (SE) #XBT 572003 I 225 4 HFEA-

AREOME, BIUAHRICBWTERL -HAED

BllAERT. 3ETE, [EoBv] BEEBLZL

DT ELEMFE O L) REBENHFRERo TV AR

WZOoWTHRRS, 4ETIE, ME0RMLE - FIFICBY

THREERL L TRESRAERZFIAZILED L)

CRBLTwAEY ((RICE2], TERLTW]) K

BT AREHE, BIU [y LB shia

BATERL - EEBRCE D X ) IR S T zhii?

WTOREERERET 5. 5 BT, WEoRE-

FIACBWT [ERL Tz Mkt #EET 28RS,

BB 5HRET L OBENEHMERIBL 25EL

FEL 2VHEL THARE HBL 2 ERICOVTHR

BT 5. RBIC6ETIE, FAFEOREICOVWTEER

EFIEEDI, TI2=F A AN ATEILE

BHEAICONWTREZFRIESVTHT 5.




!F’"

Vol. 40 No. 11

o

i
L
1
\
Y
v
Y
Y

I MROREFIF

H1 23Ia=74Md~— ABE
Fig.1 A Community knowledge-based environment.
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Fig.2 A framework for case studies.
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Fig.7 Examination of a retrieval method for obtaining
knowledge as “requested”.
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