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101 After an online customer service is

established, perform semantic analysis on a

received conversation message, so as to

obtain a first semantic description

Select a preset conversation template

according to the first semantic description

03 Respond to a received follow-up conversation
message according to the conversation
template, and remind a user of a question set
in the conversation template

102

(57) Abstract: The present invention provides a method and apparatus for providing an online customer service, for use of resolving
the problem of low accuracy of answering questions consulted by a customer due to the fact that the existing online customer service
system does not provide, according to a scenario of a conversion, a service focusing on a subject consulted by the customer. The
method comprises: after an online customer service is established, performing semantic analysis on a received conversation message,
so as to obtain a first semantic description; selecting a preset conversation template according to the first semantic description; and
responding to a received follow-up conversation message according to the conversation template, and reminding a user of a question
set in the conversation template. The solution improves the accuracy rate of answering questions of customers.
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