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9 CONCLUSION
This paper studies the problem of resolution recommendation
for monitoring tickets in an automated service management.
We analyze three sets of monitoring tickets collected from a
production service infrastructure and identify a vast number
of repeated resolutions for monitoring tickets. Based on our
prior work of KNN-based recommendation, we improve the
similarity measure by utilizing both the event and resolution
information from historical tickets via a topic-level feature
extraction using the LDA (Latent Dirichlet Allocation) model.
In addition, a more effective similarity measure is learned
using metric learning when resolution categories are available.
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