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Assessing Q&A-Based Suppot Systems
for System Engineers?

Fumihito Ikeda

Abstruct

In software development, system engineers need a vast amount of information with
increasing complexity and variety to solve their problems. Information available for
them is currently not stored in such a way as to meet the demands of solving real-world
problems, and may only be accessible through other system engineers. As a result,
system engineers often resort to asking questions to other system engineers face-to-
face, causing a decline in work ezciency by disturbing both those who answer and
those who have to wait for answers. The question-and-answer (Q&A) paradigm itself
is a commonly-used helpful way to obtain information necessary to solve a problem.
The questioner can promptly acquire problem-related information by formulating a
question. The research explored in this thesis focuses on a Q&A-based framework for
supporting system engineers by providing information in a Q&A form useful for their
problem solving and by storing such Q&As as a part of organizational knowledge. This
thesis describes four e®ects of the approach on helping system engineers: (1) timely
acquistion of helpful information, (2) awareness of a new perspective of a problem im-
plied by an answer provided by their peers, (3) reformulation of a problem situation by
expressing it as a communicable question, and (4) accumulation of reusable Q&As.This
thesis starts with Chapter 1, which explains the main theme of my dissertation re-
search. Chapter 2 describes related works in terms of inforamtion system engineers
need in their software development practice, and discusses three issues in the existing
support. Chapter 3 explains three e®ects of using Q&A as a paradigm to solve their
inforamtion needs. Chapter 4 of this thesis describes my Q&A-based framework that
ampli es the three e®ects and at the same time enabling the accumulation of ograniza-
tional knowledge by storing Q&A"s. The framework has been applied as case study,
which is presented in Chapter 5. Chapter 6 describes a community knowledge-based
environment as an extension of this framework. Chapter 7 envisions future software
development styles based on the approach. Chapter 8 concludes the thesis.
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ment
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