Technologies for Rapid Recovery from Information Technology
System Trouble
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Abstract

Since certain problems in information technology (IT) systems reoccur many times, it is
becoming necessary to utilize previously acquired knowledge in order to achieve rapid
recovery from IT system trouble. This paper outlines a troubleshooting navigation
technology that uses a symptom database. After explaining the problems with today’s IT
system troubleshooting processes, it describes the architecture of a troubleshooting system
that has a symptom database storing symptom information and prescriptions acquired from
past problems, along with the data structure. It then presents evaluation results that
demonstrate the system’s effectiveness. Finally, a roadmap for a troubleshooting system is

shown.
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Fig.1-Troubleshooting navigation system.

u—‘.‘_‘_jn it e e cm———

S| *r [ X ([ 180
[ R B - rA90 Grn - @ i 3

T T 1] |1
[ =
1

o wdl e AW . 1.

() PR IS NA

e B -

wl
g b ey e c—— el o e - B gy — = =
o [L/g - cemnzna T T T

(b) > U —FRHEH

M-2 JFve5—a CEEH
Fig.2-Symptom navigator screenshot.
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Fig.3-Troubleshooting navigation example.
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