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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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