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responding customer identifier in the current consultation data into a database,
searches a pre-stored question set for a similar question corresponding to the cur-
rent consultation question, and sends a reply corresponding to the similar question
to the terminal; the terminal visualizes the reply and obtains feedback information
corresponding to the reply, and sends, when the feedback information is negative
feedback, a customer service representative allocation request to the server; and
the server parses the customer service representative allocation request to obtain
the customer identifier, queties the corresponding current consultation problem,
determines a tag corresponding to the customer identifier according to the cur-
rent consultation problem, matches the determined label with a tag corresponding
2 to each customer service representative identifier, determines a target customer
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corresponding to the similar question to the terminal
S208 After receiving the reply, the terminal visualizes the reply in a current interface, obtains
feedback information corresponding to the reply by means of the current interface, and sends, when
itis identified that the feedback information is negative feedback, a customer service representative
allocation request to the server
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corresponding current consultation problem from the database according to the customer identifier

$212 The server determines a tag corresponding to the customer identifier according to the current
consultation problem, matches the determined label with a tag corresponding to each customer
service representative identifier, determines a target customer service representative identifier
according to the matching result, and establishes communication connection between a terminal
corresponding to the target customer service representative identifier and the terminal
corresponding to the customer identifier
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