w0 2019/076007 A1 | I 0000 0000 0 0 00

(12) RREFS1EE

(19) tH 52400 FEAY 4H 40 >
fr B :
43) Efr 27 B =

2019 £ 4 B 25 H (25.04.2019)

WIPO I PCT

AR EFRER 1
00 OO OO

(10) EFR A TS
WO 2019/076007 A1

G EREHSES:
G06Q 30/00 (2012.01)

(21) FEFRHRIES: PCT/CN2018/082498
(22) =IFRERIEH: 2018 £ 4 H 10 H (10.04.2018)
(25) RIFIES: s
(26) MBS s
(30) 7L

201710979747 X 20178105 19H (19.10.2017) CN

TH®RIFA: £ = 8B # G IO F R
/> F] (PING AN TECHNOLOGY(SHENZHEN)CO.,
LTD.) [CN/CN]; H [H |7 R & & I W 48 |
X U FE K N H = B F & KB 6 %,
Guangdong 518000 (CN),

(72) £BHA: ZE /> B (TONG, Xiaoyong); F H /) LR 4
YT AR X\ e N =g %2 KR
61%, Guangdong 518000 (CN).

4 KEBA: R & — & F B 5 FE 55 BT (SHENZHEN
ZHONGYI PATENT AND TRADEMARK OFFICE);
BEORE R T EE X E P
1014 5 2k X R AU &% 5 F#),
Guangdong 518028 (CN),

@D {5 E (FrAF1aH, EHRkEG—MrlREerNEK
{R47) : AE, AG, AL, AM, AQ, AT, AU, AZ, BA, BB, BG,
BH, BN, BR, BW,BY,BZ, CA, CH, CL, CN, CO, CR, CU,
CZ, DE, DJ, DK, DM, DO, DZ, EC, EE, EG, ES, FI, GB,
GD, GE, GH, GM, GT, HN, HR, HU, ID, IL, IN, IR, IS,
JO, JP, KE, KG, KH, KN, KP, KR, KW, KZ, LA, LC, LK,
LR,LS,LU,LY, MA, MD, ME, MG, MK, MN, MW, MX,
MY, MZ, NA, NG, NI, NO, NZ, OM, PA, PE, PG, PH, PL,

(54) Title: METHOD FOR PROCESSING INFORMATION FED BACK BY CUSTOMER, AND TERMINAL

(54) REAAFR: —FE ) RBHE B AR5 X 2
S101
BWE S RBER: HF, e REGEER
RN
l — 5102

$101  RECEIVE INFORMATION FED BACK BY A
CUSTOMER, WHEREIN THE INFORMATION FED BACK BY
THE CUSTOMER COMPRISES A CUSTOMER IDENTIFIER

$102 BASED ON THE CUSTOMER IDENTIFIER,

ETPIRZ AN, WEZSXMEHEAR,
FAR TR R AR B AR E FTiB A A BB
BEEE

DETERMINE A SALES PERSON CORRESPONDING TO THE
CUSTOMER, AND SEND, TO A TERMINAL DEVICE
CORRESPONDING TO THE SALES PERSON, THE
INFORMATION FED BACK BY THE CUSTOMER

\ o S103

$103 RECEIVE A FIRST-LEVEL PROCESSING RESULT

RETURNED BY THE TERMINAL DEVICE CORRESPONDING

BT AT IR B A 570 L G 4 i B AR B T iR
RABHE DR B B — A B R

l S S104

TO THE SALES PERSON ACCORDING TO THE
INFORMATION FED BACK BY THE CUSTOMER
ACCORDING TO A PROCESSING TYPE OF THE
FIRST-LEVEL PROCESSING RESULT, EXECUTE A
FEEDBACK RESPONSE OPERATION CORRESPONDING TO
THE PROCESSING TYPE

5104

HRYEFTIR — AL BRA RBALBISRAY, AT b Ak
BT S 7 F) SRS 7 A

kel 1

(57) Abstract: The present application is applicable for the field of information processing. Provided is a method for processing infor-
mation fed back by a customer, and a terminal therefor. The method comprises: receiving information fed back by a customer; based
on a customer identifier, determining a sales person corresponding to the customer, and sending, to a terminal device corresponding
to the sales person, the information fed back by the customer; receiving a first-level processing result returned by the terminal device
corresponding to the sales person according to the information fed back by the customer; and according to a processing type of the
first-level processing result, executing a feedback response operation corresponding to the processing type. The present application
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solves the problem that in an existing processing process for information fed back by a customer, since when receiving feedback infor-
mation submitted by a customer, a manual service agent cannot accurately position corresponding product information and customer
conditions, the time of communication for preliminary understanding of the customer is long, reducing the processing efficiency of the
feedback information and affecting the user experience, and in the process of the manual service agent paraphrasing the communication
conditions orally, information may be missing, reducing the accuracy of processing.
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