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This study proposes a system for an automatic question analysis and answering which
applies information extraction techniques for extracting the relevant information from questions
of the Internet connections. The system uses data extractions and data mining techniques. User
profiles and their questions on the Internet usage are used as input for thé system. The system
processes are divided in two categories due to the type of internet connection cases. First, online
case: two steps clustering by SOM and K-Means algorithms are used to segment customer data.
Then outputs from clustering and question extraction are used for OLAP to analyze for cause of
the Internet problems. Second, offline case: software agent is applied; this casc a decision tree is
built which each node contains cause of problems. The system will give the answers for solving
the Internet connections in both online and offline cases. The results from this study reveal that
it is possible to develop an automatic question answering system. The proposed system had been
tested with sample questions from the Internet service provider: True corporation Call Center.
Precision of the system is about 70.46% for online and 87.56% for offline which is good. This
study offers useful information regarding the areas of data mining for Call Center or Web Based

Support Systems.





