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101 Identify a user level according to an incoming phone number of the user

102 Determine whether the user selects a service

103 Acquire the service type

104 If it is received that the user requires transferring to manual service, determine whether the
transferring requirement of the user satisfies a preset condition, the preset condition
comprising that the user level is a high level or the service type is an emergency service type

105 Transfer the incoming line of the user to manual service

106 Recommend the incoming line of the user into self-service to be intercepted
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(57) Abstract: The embodiment of the present invention provides a method, apparatus and device for managing an IVR incoming line,
and a computer readable storage medium. The method comprises: identifying a user level according to an incoming phone number of
the user; determining whether the user selects a service; if the user selects a service, acquiring the service type; if it is received that the
user requires transferring to manual service, determining whether the transferring requirement of the user satisfies a preset condition,
the preset condition comprising that the user level is a high level or the service type is an emergency service type; if the transferring



WO 20187227768 A1 {1 IML 00 A 01 0 0 00

PT, QA, RO, RS, RU, RW, SA, SC, SD, SE, SG, SK, SL,
SM, ST, SV, SY, TH, TJ, TM, TN, TR, TT, TZ, UA, UG,
US,UZ, VC, VN, ZA, ZM, ZW .

(84) 5EEH (R H IR, ZERE—MAT 4L HX
£37) : ARIPO (BW, GH, GM, KE, LR, LS, MW, MZ,
NA, RW, SD, SL, ST, SZ, TZ, UG, ZM, ZW), BXT. (AM,
AZ, BY, KG, KZ, RU, TJ, TM), EX#l (AL, AT, BE, BG,
CH, CY, CZ, DE, DK, EE, ES, FI, FR, GB, GR, HR, HU,
IE, IS, IT, LT, LU, LV, MC, MK, MT, NL, NO, PL, PT,
RO, RS, SE, SI, SK, SM, TR), OAPI (BF, BJ, CF, CG, CI,
CM, GA, GN, GQ, GW, KM, ML, MR, NE, SN, TD, TG)

KERAT:
— WHEERRRE (RA%F21403)) .

requirement of the user satisfies the present condition, transferring the incoming line of the user to manual service; and otherwise
recommending the incoming line of the user into self-service. According to the embodiment of the present invention, the incoming line
of a user is, according to different user levels and a service type selected by the user, transferred to manual service or recommended
into self-service, thus improving processing efficiency of the IVR incoming line and user experience.
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