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An Integrated Knowledge Management and Service
Model
Based on Document Correlation Analysis

Jiang-Liang Hou, Lu-Yuan Yang
Industrial Engineering and Engineering Management, National Tsing Hua University

Abstract

Owing to the popularity of the information technologies, more and more business
transactions and services are conducted over the Internet. To provide the advertisements or
documents to potential customers, one of the typical issues is to accurately acquire the
demands of customers. Based on the document correlation and browse history of Internet
users, this research develops a three-phase reasoning model for integrated knowledge
management and customer relationship management. The model consists of three decision
algorithms namely document correlation analysis, document clustering and document
authority determination. According to the keyword distribution analysis, correlation of the
target document and the historical documents of the specified user can be derived and the
probability for each user to access the target document can also be obtained. A prototype
system as well as a demonstration case is provided to evaluate the performance of the
proposed model. The attempt of this paper is to provide an applicable and intelligent
approach to improve the operation efficiency of enterprise knowledge services.

Keywords: Knowledge Management, Customer Relationship Management, Clustering,
Security Management, Correlation Analysis.
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1999) c REEEM » X HinkZ ARMBREEAZZ EHHE S E5F  MHEY
SR EMAH > SERTH A AFHES T E TS X B ERB o 0 EnBERER
ZHHAMY  RF R XA BEH L AREBRBR IR LAN  ETRLER
REEAG G RIRFZIRS -
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B VAR IR B2 9T VA B RE 18 4T 4 %)+ S HUE AT E 2 A3 (Thomas 1997 ; Gutzmann 2001 ) o

— o XSRS

Tyrvainen $2 Paivarinta (1999) @A % & %38 £ 988 £ 64+ — XA R - 37
RERAEEERBAR  ARAZIXHERNZETEX  HARAGELER @R
B EEEBRERGEN  DEXHANLANAEIMGERAGERNWERLE - &
PEEANG M — R S RS BB L2 TR MES>BREEIT AR AN Sl E
ATARE AN BTN EAREHESSZ MR RE SR E - Bk BELT
MENBELMEFE LRBITRARRYEEES - BERIARBRESZI 44
b B — B TWHB BT X ER X EEE T - B (2000) 7R B EEM
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