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Question-Answering 
Communities 

Is the Turing Test obsolete? 

(KDD 2001 keynote)  
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TECH SUPPORT AT COMPAQ 

“In newsgroups, conversations disappear and you have 
to ask the same question over and over again. The thing 
that makes the real difference is the ability for customers 
to collaborate and have information be persistent. That’s 
how we found QUIQ. It’s exactly the philosophy we’re 
looking for.”                                                       

“Tech support people can’t keep up with generating 
content and are not experts on how to effectively utilize 
the product … Mass Collaboration is the next step in 
Customer Service.”  

– Steve Young, VP of Customer Care, Compaq 
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? 
SEARCH 

ROUTING, 
NOTIFICATION 

MASS COLLABORATION FOR CRM!
aka Crowd-Sourcing !

“If itʼs not there, find someone who knows”"
And make “it” easy to find later"
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Collaborative 
Knowledge  

Capture 

Knowledge  
Refinery 

Self- 
Service 

Resolution 

Participation 
Loyalty 

Intelligence 

Technical Support 
Channel 

Collaboration 
Infrastructure 

Touch Point 
Leverage 

Bottom-Up 
Knowledge 

Hub 

QUIQ COMMUNITIES 
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SELF-SERVICE 
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PARTICIPATION 
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       mrduque has indicated  
that this issue is resolved. 

2 out of 3 users found this answer helpful  

Rate this insight:   

RATINGS, QUALITY 
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REPUTATION 
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65% (3,247) 

77% (3,862) 
86% (4,328) 

6,845 

74% 
answered 

Answers 
provided 
in 12h 

Answers 
provided 
in 24h 

40% (2,057) 

Answers 
provided 

in 3h 

Answers 
provided 
in 48h 

Questions 

• No effort to 
answer each 
question  

• No added experts  
• No monetary 

incentives for 
enthusiasts 

TIMELY ANSWERS 

77% of answers are provided within 24h"

But are any good answers? Yes, but most are bad."

Answer quality, trust, reputation"
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Self Service 
Knowledge 

base 
FAQ Auto  

Email 
Manual  
Email Chat Call  

Center 
2nd Tier 
Support 

50% 40% 10% 

$$ $$$ $ 

QUIQ SERVICE CHAIN 

Self Service 
Manual  
Email 

Chat Call  
Center 

2nd Tier 
Support 

80% 15% 5% 

Mass 
Collaboration 

 QUIQ  QUIQ 

$$ $$$ $ 
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POWER OF KNOWLEDGE CREATION 

 ~80% 

Support Incidents Agent Cases 

5-10 % 

Self-
Service *) 

Customer 
Mass Collaboration *) 

Knowledge 
Creation 

SHIELD 1 SHIELD 2 

*)  Averages from QUIQ implementations 

SUPPORT!
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MASS CONTRIBUTION      

Users who on average provide only 2 answers provide 50% of all 
answers"

7 % (120) 93 % (1,503) 

 50 %    
 (3,329) 

100 % 
(6,718) 

Answers 

Contributing 
Users 

Top users 

Contributed by 
mass of users 
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COMMUNITY STRUCTURE 

? 

COMMUNITY 

EXPERTS 

ENTHUSIASTS 

AGENTS 

SUPERVISORS 

EDITORS 

ESCALATION 

COMPAQ APPLE 

MICROSOFT 

ROLES      vs.      GROUPS 
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Interesting Problems 

•  Question categorization 
•  Detecting undesirable questions & 

answers  
•  Identifying “trolls” 
•  Ranking results in Answers search 
•  Finding related questions 
•  Estimating question & answer quality 

(Byron Dom: SIGIR talk) 
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Understanding 
Web Content 
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    Web of Pages 

julia roberts 

mumbai 
restaurant 
chinese 
san jose  

WEB INDEX SERP 

 token  urls 
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    Web of Concepts 

 julia roberts 

mumbai 
restaurant 

san jose  

Aggregated KB INDEX SERP 

 concept  structured data 

The “index” is keyed by concept instance, and organizes all 
relevant information, wherever it is drawn from, in 

semantically meaningful ways  
ANSWERS, NOT LINKS 
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Web of Concepts 

•  The web is a source of information about 
concepts people care about 

•  The “index” is keyed by concept instance, and 
organizes all relevant information, wherever it is 
drawn from, in semantically meaningful ways 
–  E.g., Information about Mumbai, or the Dish-Dash 

restaurant, is organized in terms of meaningful 
attributes (population, type of cuisine) and can be 
retrieved and presented to address whatever the user 
wants to know about Mumbai or Dish-Dash 

Why WoC? How do we get there? 
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DBLife: Community Information Mgmt 

  Integrated 
information about a 
(focused) real-world 
community 

  Collaboratively built 
and maintained by 
the community 
  Semantic web, 

“bottom-up” 
  Joint work with 

AnHai Doan, Pedro 
Domingos, Warren 
Shen and others at 
Wisconsin 


