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ASSOCIATED WITH A MENU ITEM OF AN IVR VOICE MENU, IN
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MODEL, CALCULATING A PROBABILITY PREDICTION VALUE OF
THE MENU ITEM ASSOCIATED WITH THE OBTAINED FEATURE
INFORMATION

203 ACCORDING TO THE CALCULATED PROBABILITY PREDICTION
VALUE, DETERMINING WHETHER THE INCOMING CALL IS
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203

(57) Abstract: Disclosed in the present application are a method and device for processing an incoming call, and a terminal. The method
comprises: after receiving an incoming call from a user, obtaining at least one piece of feature information of the user according to
the incoming call, wherein the feature information is information, associated with a menu item of an IVR voice menu, in historical
information of the user; according to a pre-set probability prediction model, calculating a probability prediction value of the menu item
associated with the obtained feature information; and according to the calculated probability prediction value, determining whether the
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incoming call is enabled to jump to a service link indicated by a corresponding menu item by skipping over menus at corresponding
levels in the IVR voice menu. By implementing the present application, response operations on an IVR voice menu by a user can be
effectively reduced and an incoming call from the user is quickly enabled to jump to a service link indicated by a corresponding menu
item so as to reduce the customer effort score, and the operating cost of a call centre.
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