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ABSTRACT

Though many services offer useful information on internet, computer users are not so familiar with such services
that they need an assistant system to use the services easily. In the case of web sites, for example, the operators
answer the users’ e-mail questions, but the increasing number of users makes it hard to answer the questions
efficiently. In this paper, we propose an assistant system which responds to the users’ questions automatically and
helps them browse the Hanmail Net FAQ (Frequently Asked Question) conceptually. This system uses two-level
self-organizing map (SOM): the keyword clustering SOM and document classification SOM. The keyword clustering
SOM reduces a variable length question to a normalized vector and the document classification SOM classifies the
question into an answer class. Experiments on the 2,206 e-mail question data collected for a month from the Hanmail
net show that this system is able to find the correct answers with the recognition rate of 95% and also the browsing
based on the map is conceptual and efficient.
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