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Kt IE PR IE
S A BN . \ WEHIR/ % AR/ %
iy A i A
1 47 44 71 93.62 61.97
2 47 47 65 100 72,31
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4 5 5 6 100 83. 00
5 10 7 8 70. 00 87.50
6 9 7 9 77.78 77.78
7 22 16 23 72,73 69.57
8 2 2 3 100 66. 67
9 62 20 27 32. 26 74.07
10 3 3 4 100 75.00
RGP HME 84. 64 69. 68
ORI RBR R R 56 ¥ (89.27)  (74.23)
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Research on call-center-oriented knowledge navigation system

WU Jiang-ning”, WANG Xiao-huan

( Institute of Systems Engineering, Dalian University of Technology,Dalian 116024 ,China )

Abstract: From the perspective of system construction, a novel knowledge navigation system was
developed for solving the problems of the current call centers so as to improve their performance. Such
system consists of two sub-systems: one is the topic map based explicit knowledge navigation system
and the other is the interpersonal network based tacit knowledge navigation system. An approach to
implementation of the system is specified in five aspects: topic map construction, interpersonal
network construction, knowledge node linking, ability and relationship oriented representative expert
navigation and representative expert’'s performance evaluation. A case for the call center of China
Mobile Communication Corporation was deeply investigated. Accordingly a prototype system was
designed and developed for the domain knowledge navigation. Meanwhile, some experiments were

carried out to prove the effectiveness of approaches to the system construction.

Key words: knowledge navigation; topic map; interpersonal network; call center



