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Abstract (en)
[origin: WO2017070257A1] A method for configuring an automated self-help system based on prior interactions between a plurality of customers
and a plurality of agents of a contact center includes: recognizing, by a processor, speech in the prior interactions between customers and agents to
generate recognized text, the recognized text including a plurality of phrases, the phrases being classified into a plurality of clusters; extracting, by
the processor, a plurality of sequences of clusters, each of the sequences of clusters corresponding to the phrases of one of the prior interactions;
filtering, by the processor, the sequences of clusters based on a criterion; mining, by the processor, a preliminary dialogue tree from the sequences
of clusters; invoking configuration of the automated self-help system based on the preliminary dialogue tree; and outputting a dialogue tree for
configuring the automated self-help system.
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