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Abstract 
From the perspective of modern knowledge management, frequently asked questions 

(FAQ) is a knowledge that is screened and organized from original articles, and then 
transformed into a standard question-and-answer representation for easier sharing. An 
Internet forum contains a large volume of interactive information, which requires extensive 
manpower input to maintain its readability and quality. In fact, related research and 
applications in text retrieval or automatic abstracting have been quite matured and popular, 
such that automatic FAQ abstraction can be a basic function of any Internet forum software. 
Accordingly, we proposed a conceptual model for automating the FAQ generation, and a 
prototype system was implemented to explore the feasibility of this model. In the first 
phase, five human-adjusted Internet forums were experimented, and the recall and 
precision were both over 45% under 20% of compression rate, which were equivalent to 
the averages seen in the literature. Moreover, the evaluation on indicative of content, 
readability, appropriateness of sentence size, and interface assistance showed a very high 
acceptance. In the second phase, five unadjusted Internet forums were experimented, the 
recall and precision rates were low due to the divergent character of Internet articles, but 
the user acceptance was still high due to the friendly interface. Overall speaking, the 
two-phase experiment supported the technical feasibility and user acceptance of the 
proposed model, but the divergence of Internet articles needs to be dealt further. Some 
implications and future work are also discussed at the end. 

Keywords: Frequently Asked Questions (FAQ), Multiple-Article Abstracting, 
Information Retrieval, Knowledge Management, Automatic Abstracting 
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(  2001)
(  2001) (indicative)

(informative) (critical) (comparative) (Ando et al. 
2001)

(Marybury 1995)  (word frequency)
 (clue phrases)  (layout)  (discourse)

(pragmatics)  (structure)
 (abstraction)  (aggregation)  (realization)

Zhi et al. (2001) 1958
(Information Retrieval, IR)

(Information Extraction, IE) IR
(corpus-based)

(salient) IE
(knowledge rich)

(Salton et al. 1997; 2001)
( 2001)

( 2002 2001)

(Zhi et al. 
2001) Lam 
& Ho (2001) (Financial Information Digest System, FIDS)
Zhi et al.(2001) iTSum

Lehmam (1999) (Automatic Summary based on 
Indicative Fragments, RAFI) Brandow et al. (1995)

(Automatic News Extraction System, ANES) 41
(2002)

Brandow et al. (1995) 

 (2001)
(2002)
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Gong and Liu (2001)
Neff and Cooper (1999) (Active 

Summarization and Markup, ASHRAM)
Lam & Ho (2001) 

FIDS Ando et al. (2001)
Knight & Marcu (2002)

Lycos
(Neff & Cooper 1999) Mead Data Central (MDC)

Searchable Lead 60 150 250 (Brandow et al. 
1995) 20% (Morris et al. 1992) Neff & 
Cooper (1999) Verity

Goldstain et al. (1999) 

Lehmam 
(1999) RAFI Neff & 
Cooper (1999) ASHRAM

Rothkegel (1995)

(Sproat 
& Shih 1990) (Chen & Kiu 1992) (Nie, Briscbois & Ren 1996)

( )

(Nie, Briscbois & Ren 1996)

(Nie, Briscbois & Ren 1996)
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(2000)
(Genetic Algorithms)

(1999) (1999) (2001)
(2001) (1999)

(1999)
(2002)

(2002)

Edmundson (1964) 
(1999) 

( 2002)

TF*IDF(Term Frequency 
/Inverse Document Frequency) TF*IDF

Dice Jaccard Cosine (Brandow et al.1995; 
Singhal et al. 1996) (2001)

(topic relevance)

Salton et al. (1997) 
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Salton Global Bushy Path Depth-First Path
Segmented Bushy Path (2001)

Global Bushy Path
Global Bushy Path

Jaccard coefficient

(recall) (precision) (compression)
(acceptability) (H)

(C)
(C H) (M)

(C M)

 (Neff and 
Cooper 1999)

Gong & Liu (2001)
52% 61% Brandow et al. 

(1995) ANES 45% 56% Ziu et al. (2001) 
iTSum 25%
50% 70% Ando et al. (2001) 
45% 63% Marybury (1995) SumGen

90%
Chien (1997) 43% 30% (2000)

30% 52% 45.6%

Brandow et al. (1995) ANES 68%-78%
MDC Searchable Lead ANES

MDC Lead 92% Lead
60 150 250

 (2001) 
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Java
2 3 500

4500 MSN

 2  ( )

1. ---
http://gnae.ntptc.edu.tw/arted/forum_list.jsp 237 7179 

2. ---
http://stu.esharer.com.tw/dis_group/list_all.asp 150 843 

3. ---
http://www.cavesbooks.com.tw/Forum/List.asp?Forum= 191 1832 

 3  ( )

1. ---
http://sctnet.edu.tw/nineyear/SIGboard.php?dbn=Nineyear_cai 249 1138

2. Java --- Software Engineering
http://www.javaworld.com.tw/jute/post/page?bid=33&sty=1&age=0&tp
g=5 

120 1284

3. ---
http://www.blueshop.com.tw/board/list.asp?fumcde=FUM20041006152
9473A1 

509 2535

7 8 7 0-9
10-20 21 60%

0-9
8 7

30 4
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12
19 10 20 30

5 30%
50% 83.3% 57.9% 53.9% 61.1% 3

46.2% 33.3% 36.7% 20% 30% 36.7% 20%
75% 47.4% 38.5% 35.3% 55.6% 45% 45%

25% 30% 50% 10% 41.6% 26.3% 30.8% 23.5%
38.9% 40% 50% 50% 40% 40% 70%

 ( )

10% 20% 30% 10% 20% 30% 

1 41.6% 75% 83.3% 50% 45% 33.3% 
2 26.3% 47.4% 57.9% 50% 45% 36.7% 
3 30.8% 38.5% 46.2% 40% 25% 20% 
4 32.5% 35.3% 52.9% 40% 30% 30% 
5 38.9% 55.6% 61.1% 70% 50% 36.7% 

70% 20%

30% 20% 10% 83.3%
23.5% Neff & Cooper 1999

20%
40% 60%

10% 40% 20% 1 2
5 45% 2 4

40% 30% 50%
30% 10% 10%

30% 20%
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FAQ
6 1

5 30%
4.33 3.93 20% 4 3.8 30%

20% 3.93 30%
3.87

6 FAQ   ( )

10% 20% 30% 
FAQ 3.67* 4 4.33 

FAQ 3.47 3.8 3.93 
FAQ 3.53 3.93 3.87 

* 5 1 5

FAQ
30%
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7 4.13

3.13 3.53 4.07



106

7   ( )

*

4.13 
3.13 

3.53 

4.07 

* 5 1 5

4

FAQ

8 15

(Neff & Cooper 1999)
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8   ( )

10% 20% 30% 10% 20% 30% 

20 60 63.2 14.8 14.6 13 
36.2 73.2 80.6 18 10 11.6 1
23.2 31.6 70 32.8 31.4 23 
17.6 23.5 33.5 33.2 22.2 14.1 
10.8 29.7 35.1 28.6 25.8 20.4 2
17.3 39.1 39.1 10 5.6 7.4 
26.6 33.3 46.6 24.2 19.2 18.4 

7 14.2 16.5 16.8 9.3 8.5 3
14.8 18.5 29.6 23.2 16.8 17.8 
12.2 27.2 45.4 29 24.4 22.2 
26.3 29 40.5 20.6 15.8 12.1 4
36.2 37.2 49 27.2 23.6 20.3 
20 42.3 44.2 23.2 20 17.6 
8.3 43.2 52.6 25.2 21.3 7.4 5
9.4 47.6 66.6 23.4 28.8 16.6 

9 FAQ   ( )

10% 20% 30% 
FAQ 2.77 3.33 3.82 

FAQ 2.95 3.35 3.41 
FAQ 2.28 3.2 3.48 

* 5 1 5

10   ( )

3.62 
3.26 
3.46 
3.66 

* 5 1 5
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