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(57) Abstract: A data processing method and device. The method com-
prises: acquiring interaction data between a user and a server (S101); detect-
ing, according to the interaction data, whether an exceptional event occurs
(8102); when an exceptional event occurs, acquiring attribute information
about the user (S103); searching for a record including the attribute informa-
tion and having the maximum weight in a first correlation between loc-
ally-stored attribute information corresponding to the exceptional event, an
occurrence reason and a weight (S104); and determining an occurrence reas -
on in the record as the occurrence reason of the exceptional event (S105). In
the whole process, there is no need for a user to communicate with a custom-
er service personnel, and the occurrence reason of an exceptional event is
determined without a need for the customer service personnel to communic-
ate with the user. The occurrence reason of the exceptional event can be de-
termined by means of attribute information about the user and a first correla-
tion between attribute information corresponding to the exceptional event,
an occurrence reason and a weight, thereby saving labour costs.
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