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(54) Title: METHOD AND APPARATUS FOR PREDICTING ONLINE CUSTOMER SERVICE CONSULTATION QUEUE TIME
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7y M T J‘?W?U)}HF E(!TF%?{%HE‘@?@ %*Lbfﬁﬁ | 8101 S$101 Inresponse to receiving an online customer service
PRSP R RER S e, TR BRI I8 Bk 4 consultation request from a user, determine a skill
MR A group corresponding to the user, and acquire the
customer service status of the skill group
8102 when the customer service status is that all

LR R RS N EE RIS R T, | s102 customer service representatives are busy, add the
A T P 1 5 A A 5 user info a waiting queue

$103  Acquire queuing features of the user and customer
service status features of the skill group, wherein
the customer service status features comprise the

ﬁi’igfﬁm )TE?%F MT;TQJ&/FETE%%?E%E’J?HE ) S103 number of currently available customer service
AL, P)/T_’j\ HE"J AL }LE “” Al representatives and the number of conversations
Wi B A5 A 2 M I T AR PR o 14 being processed by each customer service
representative
S104  predict a queue time of the user by means of a
3 42 i R 9 ST L. BT IR 2 8 e) ueue time estimation model on the basis of the
i N T LI ES e queu
BB R AR AR 2 5 5, T HE — queuing features of the user, the number of
BN ERF & 0 45 55 T80 53] BT 38 H 2 19 SR BA B currently available customer service

representatives, and the number of conversations
being processed by each customer service
@ 1 representative

(57) Abstract: The present invention relates to the field of computer technologies, and provides a method and apparatus for predicting
an online customer service consultation queue time. A specific embodiment of the method comprises: in response to receiving an online
customer service consultation request from a user, determining a skill group corresponding to the user, and acquiring the customer
service status of the skill group; when the customer service status is that all customer service representatives are busy, adding the user
into a waiting queue; acquiring queuing features of the user and customer service status features of the skill group, wherein the customer
service status features comprise the number of currently available customer service representatives and the number of conversations
being processed by each customer service representative; and predicting a queue time of the user by means of a queue time estimation
model on the basis of the queuing features of the user, the number of currently available customer service representatives, and the
number of conversations being processed by each customer service representative. The embodiment greatly reduces errors in prediction
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results, and improves the queue time prediction accuracy and prediction performance.
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