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METHOD FOR SUPPORTING AGENT AND COMPUTING DEVICE
THEREOF

Technical Field

[0001] This disclosure relates to an agent support method for supporting an agent
conducting counseling with a customer and a computing device thereof.

Background Art

[0002] With developments of electronic technologies, e-commerce has become a field
of shopping. Customers can buy products online without needing to visit shopping
malls or markets in person. The products purchased online are delivered to
destinations requested by the customers.

[0003] Various online shopping malls based on e-commerce operate customer service
centers (e.g., cal centers) to dea with customer's inquiries or problems caused in
relation to e-commerce. A customer contacts an agent of the customer service
center in awireless or wired manner to be counseled about e-commerce. The agent
providing the counseling service may be a person who is trained to listen to the
customer and provide an appropriate answer.

[0004] Typicaly, the agent has performed counseling by listening to the customer,
searching for related content from a database containing a vast amount of data, and
providing the findings to the customer. However, in this case, it takes along time
to provide the appropriate answer to the customer because an efficiency of a
counselor's counseling process is relatively low, which may lead to the user's
inconvenience. Accordingly, there is a desire for a method of supporting an agent
to more efficiently provide a counseling service.

Disclosure of Invention

Technical Goals

[0005] An aspect is to provide an agent support method that provides answer content
based on index information corresponding to at least one keyword related to
counseling in order to quickly and efficiently conduct the counseling, and a
computing device thereof.

[0006] Technical goalsto be achieved by the present embodiments are not limited to the
above-described technical tasks and may further include other technical tasks.
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Technical solutions

[0007] According to a first embodiment, there is provided a method of supporting an
agent in a computing device, the method including acquiring information on at least
one keyword related to counseling, identifying information on an index
corresponding to the at least one keyword, and displaying a title related to a
counseling record and an answer content list related to the index based on the
information on the index.

[0008] According to a second embodiment, there is also provided a non-transitory
computer-readabl e recording medium including a computer program for performing
a method of supporting an agent in a computing device, the method including
acquiring information on at least one keyword related to counseling, identifying
information on an index corresponding to the at least one keyword, and displaying a
title related to a counseling record and an answer content list related to the index
based on the information on the index.

[0009] According to athird embodiment, there is also provided a computing device for
supporting an agent, the device including a memory including instructions and a
processor, wherein the processor is connected to the memory and configured to
acquire information on at least one keyword related to counseling, identify
information on an index corresponding to the at least one keyword, and display atitle
related to a counseling record and an answer content list related to the index based
on the information on the index.

[0010] Details of other embodiments are included in the detailed description and the
accompanying drawings.

Effects

[0011] According to example embodiments, an agent support method and a computing
device thereof may provide an answer content list for giving an answer during
counseling based on information on an index identified based on at |east one keyword
related to the counseling. Through this, the counseling may be conducted with
increased efficiency and speed, thereby improving a customer's satisfaction and
efficiency of counseling tasks.

[0012] Further, according to example embodiments, an agent support method and a

computing device thereof may provide an answer content list based on identification
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information of an agent and support the agent to smoothly conduct counseling based
on characteristics of the agent so that counseling tasks are effectively performed.

[0013] Further, according to example embodiments, it is possible to support an agent to
provide at |east apredetermined level of guide in various environments by adaptively
adjusting information provided to the agent based on characteristics of the agent and
acustomer.

[0014] Effects of the present disclosure are not limited to the effects mentioned above
and other effects not mentioned will become apparent to those skilled in the art from
the description of the claims.

Brief Description of Drawings

[0015] FIG. lisaconceptua diagram illustrating an agent support method according to
an example embodiment.

[0016] FIG. 2 is a functional block diagram illustrating a computing device for
supporting an agent according to an example embodiment.

[0017] FIG. 3 is a flowchart illustrating an agent support method according to an
example embodiment.

[0018] FIG. 4 isadiagram illustrating an example of acquiring a plurality of keywords
when at least one keyword related to an agent support method is provided in plura
according to an example embodiment.

[0019] FIG. 5isadiagram illustrating an example of identifying an index when at least
one keyword related to an agent support method is provided in plural according to an
example embodiment.

[0020] FIG. 6 is a diagram illustrating an example of displaying a title related to a
counseling record and an answer content list when at least one keyword related to an
agent support method is provided in plural according to an example embodiment.

[0021] FIG. 7 isadiagram illustrating an example of displaying answer content when at
least one keyword related to an agent support method is provided in plural according
to an example embodiment.

[0022] FIG. 8isadiagram illustrating an example of acquiring a keyword when at least
one keyword related to an agent support method is provided as a single keyword
according to an example embodiment.

[0023] FIG. 9isadiagram illustrating an example of identifying an index when at least
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one keyword related to an agent support method is provided as a single keyword
according to an example embodiment.

[0024] FIG. 10 is a diagram illustrating an example of displaying a title related to a
counseling record and an answer content list when at least one keyword related to an
agent support method is provided as a single keyword according to an example
embodiment.

Best Modefor Carrying Out the Invention

[0025] Termsused in embodiments are selected, as much as possible, from general terms
that are widely used at present while taking into consideration the functions obtained
in accordance with the present disclosure, but these terms may be replaced by other
terms based on intentions of those skilled in the art, customs, emergence of new
technologies, or the like. Also, in a particular case, terms that are arbitrarily
selected by the applicant of the present disclosure may be used. In this case, the
meanings of these terms may be described in corresponding description parts of the
disclosure. Accordingly, it should be noted that the terms used herein should be
construed based on practical meanings thereof and the whole content of this
specification, rather than being ssmply construed based on names of the terms.

[0026] In the entire specification, when an element is referred to as "including” another
element, the element should not be understood as excluding other elements so long
as there is no specia conflicting description, and the element may include at least
one other element.

[0027] Throughout the specification, the expression "at least one of A, B, and C" may
include the following meanings. A alone; B aone; C aone; both A and B together;
both A and C together; both B and C together; and all three of A, B, and C together.

[0028] The term "computing device" mentioned below may also be referred to as an
"electronic device" and may be implemented as a computer or a portable terminal
capable of accessing a server or another terminal through a network. Here, the
computer may include, for example, a laptop computer, a desktop computer, and a
notebook equipped with a web browser. The portable termina may be a wireless
communication device ensuring a portability and a mobility, and include any type of
handheld wireless communication device, for example, atablet PC, a smartphone, a

communication-based termina such as international mobile telecommunication
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(IMT), code division multiple access (CDMA), W-code division multiple access (W-
CDMA), and long term evolution (LTE).

[0029] In the following description, embodiments of the present disclosure will be
described in detail with reference to the drawings so that those skilled in the art can
easily carry out the present disclosure. However, the present disclosure may be
implemented in various different forms but it is not limited to the exemplary
embodiments described herein.

[0030] Hereinafter, example embodiments of the present disclosure will be described
with reference to the drawings.

[0031] FIG. lisaconceptua diagram illustrating an agent support method according to
an example embodiment.  Specificaly, FIG. 1 isadiagram illustrating a method of
supporting counseling of an agent when the agent conducts the counseling in
response to a customer's counseling request.

[0032] In the example embodiment, FIG. 1 illustrates a screen displayed on a device
used by the agent in response to a counseling request being received from a customer,
for example, a computing device for agent support. Referring to FIG. 1, when the
counseling request is received from the customer, a page for generating a counseling
record may be generated so that newly generated counseling information 101 is
displayed on the device of the agent. As shown in FIG. 1, the counseling
information 101 may include a counseling number, for example, "302300" indicating
the counseling and atext "new" indicating that the counseling is new.

[0033] In the example embodiment, the computing device may receive an input of a
keyword related to the counseling based on an input of the agent. The computing
device may acquire information on at least one keyword related to the counseling
based on the input of the keyword. The keyword may be a word representing the
counseling and may include, for example, "delivery inquiry" of FIG. 1. In an
example embodiment, the keyword may be a word derived by the agent confirming
an inquiry from the customer as the counseling begins. In another example
embodiment, the computing device may input a keyword in response to the keyword
being received from a device used by the customer.

[0034] The computing device may identify information on an index based on an
acquisition of information on the keyword. The index may be designated for each
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keyword. Also, theindex may be composed of at |east one of, for example, numbers,
characters, and symbols but not be limited thereto. For example, an identifier
corresponding to the keyword may betheindex. Theindex may correspond to, for
example, "01" asshown in FIG. 1.

[0035] In the example embodiment, referring to FIG. 1, the keyword and the index may

be displayed in a predetermined area of the screen displayed on the computing device.
The predetermined area 102 may be displayed in aform of selecting a keyword and
an index corresponding to the index from alist presented as a drop-down type menu.
Depending on an embodiment, the displaying of the index may be omitted. In
addition, when asingle keyword isinput asillustrated, an indication "main keyword"
of the predetermined area 102 may be presented as "keyword" and an indication "sub-
keyword" and a corresponding input field may be omitted. A related example is
described in greater detail with referenceto FIG. 9.

[0036] Although not shown, in some cases, the computing device may receive aplurality

of keyword, for example, a main keyword and a sub-keyword. In such cases, the
computing device may acquire information on the plurality of keywords in response
to the plurality of keywords being input. In addition, each of the plurality of
keywords may be displayed in at | east aportion of the predetermined area 102 of FIG.
1. Avrelated exampleisdescribed in greater detail with referenceto FIG. 5.

[0037] Inthe example embodiment, when the keyword includes aplurality of keywords,

an index 103 may be determined based on an index corresponding to each of the
plurality of keywords. A related example is described in greater detail with
referenceto FIG. 5.

[0038] In the example embodiment, the computing device may generate a counseling

history based on an identification of the index 103. In an example, the computing
device may generate a counseling history with contents corresponding to the index
103 in accordance with the index 103 being identified. Depending on a case, the
counseling history may include a keyword but not be limited thereto. As an
example, when thekeyword isa"delivery inquiry", acounseling history may include
a text "delivery inquiry." As another example, when the keyword is "delivery
inquiry"”, a counseling history may include a text "customer inquired about delivery

of product aat **:**." Inthiscase, timeinformation associated with the counseling
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history and information on the product related to the counseling may be information
acquired in advance.

[0039] In the example embodiment, the counseling history may be generated in amemo
area 104 of FIG. 1, and it ismerely an example.

[0040] Inthe example embodiment, the computing device may display atitle 105 related
to the counseling history based on the index. A representative word indicating the
counseling may be designated as the title 105.  For example, the computing device
may display the title 105 as "delivery inquiry.” However, it is merely an example,
and the title 105 may be displayed as "delivery" or "product.” The text displayed
asthetitle 105 may be previously designated to correspond to the index.

[0041] In the example embodiment, the computing device may display an answer
content list 106 based on theidentification of theindex 103. Ananswer content list
may be the list 106 including answer contents to be provided to the customer based
on the counseling. The answer content list 106 may be previously designated to
correspond to the index 103.

[0042] As such, a portion of a counseling history may be partially completed
automatically in a system in accordance with the identification of the index
corresponding to the keyword, whereby the agent may create the counseling record
with an increased ease.

[0043] FIG. 2 is a functional block diagram illustrating a computing device for
supporting an agent according to an example embodiment. FIG. 2 illustrates only
components related to the present embodiment. However, it is apparent to those
skilled in the art that other general-purpose components may be further included in
addition to the componentsillustrated in FIG. 2.

[0044] Referring to FIG. 2, a computing device 200 may include a memory 210 and a
processor 220. Each element illustrated in FIG. 2 may be a unit that processes at
least one function or operation and may be implemented through hardware, software,
or acombination of hardware and software.

[0045] Depending on an embodiment, the computing device 200 of FIG. 2 may be
implemented as a server, a computer, or a terminal. However, the present
specification is not limited by an implementation of the computing device 200.

[0046] The memory 210 may store a variety of data associated with the computing
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device 200. Asan example, the memory 210 may store at least one instruction for
an operation of the computing device 200. In this example, the processor 220 may
perform various operations based on the instruction stored in the memory 210 as
described below.

[0047] Inthe example embodiment, the memory 210 may store a keyword and an index
corresponding to the keyword. The keyword and the index may be mapped to be
stored. In this case, when information on the keyword is identified in accordance
with the keyword being input, the index corresponding to the keyword may be
identified. Also, an index and answer content corresponding to the index may be
mapped and stored in the memory 210. In this case, the answer content may be
identified based on an identification of the index.

[0048] In some cases, the memory 210 may store a plurality of answer contents and
information on relationships between the answer contents. For example, the
memory 210 may store information on at least one of similarities between the
plurality of answer contents, relevancies between the plurality of answer contents,
and apriority accordingtotheindex. Based on theinformation on the relationships,
more appropriate answer content according to the index may be provided.

[0049] The processor 220 may control an overall operation of the computing device 200.
For example, the processor 220 may control elements of the computing device 200
based on an instruction stored in the memory 210, thereby controlling an operation
of the computing device 200.

[0050] The processor 220 may acquire information on at least one keyword related to
counseling.  Specifically, the processor 220 may acquire information on at least one
keyword related to counseling based on an input of the at least one keyword. The
information on the at least one keyword related to the counseling may be acquired
based on an input from an agent. However, it is merely an example, and the
information may also be received from a device of the customer.

[0051] The processor 220 may identify information on an index corresponding to a
keyword. The index may be composed of at least one of, for example, numbers,
characters, and symbols. More specificaly, for example, the index may be
designated as 01" for afirst keyword, designated as"02" for a second keyword, and
designated as "a0" for athird keyword.
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[0052] Insome cases, aplurality of keywords related or similar to each other may exidt.

In such cases, the same index may be designated for each of the plurality of keywords.
For example, information may be designated as "01" for both a delivery question
keyword and adelivery inquiry keyword.

[0053] In the example embodiment, when the keyword is input from the agent, the

processor 220 may provide an expected keyword in real time based on an input of at
least some syllables of the keyword. For example, when asyllable "d" isinput, the
processor 220 may provide an expected keyword "delivery inquiry.” In this
example, the agent may enter the keyword by clicking on the provided expected
keyword. When an expected keyword is provided in plural, the processor 220 may
provide a plurality of expected keywords. In this case, a keyword related to
counseling may be input based on an input of selecting one of the plurality of
expected keywords.

[0054] Intheexample embodiment, at |east one keyword may be aplurality of keywords.

For example, at least one keyword may include a main keyword and a sub-keyword.
Here, the main keyword may beincluded in afirst category related to the counseling,
and the sub-keyword may be included in a second category corresponding to a
detailed type related to the main keyword.  For example, when the main keyword is
"delivery inquiry”, the sub-keyword may be "delivery-completed’, "delivery
ongoing", "order processing", or "out of stock” which are a detailed type related to

delivery.

[0055] In this case, each of the main keyword and the sub-keyword may have a

corresponding index. Accordingly, the processor 220 may identify a first index
corresponding to the main keyword and a second index corresponding to the sub-
keyword. The processor 220 may identify information on the index corresponding
to the keyword based on the first index and the second index.

[0056] In an example, when at least one keyword includes the main keyword and the

sub-keyword, the processor 220 may identify information on an index obtained by
arranging the first index corresponding to the main keyword and the second index
corresponding to the sub-keyword based on a predetermined order.  The
predetermined order may be, for example, an order in which an index corresponding
to the main keyword is placed first and an index corresponding to the sub-keyword
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followsthe index placed first. More specifically, for example, when the first index

is"01" and the second index is"02", an index may correspond to "0102."

[0057] In the example embodiment, indices distinguished in the first category may be

allocated to each of one or more keywords included in the first category related to
the main keyword. Likewise, indices distinguished in the second category may be
allocated to each of one or more keywordsincluded in the second category related to
the sub-keyword. Inthis case, depending on an embodiment, an overlapping index
may beincluded in each category. For example, anindex "01" may exist in each of

the first category and the second category.

[0058] In the example embodiment, the processor 220 may display atitle related to a

counseling record and an answer content list related to an index based on information
on the index. For example, when the information on the index is identified, the
processor 220 may display an answer content list including answer content
corresponding to the index. In this example, the information on the index may be
identified automatically based on inputting of the index or identified based on an
input of a user. The title related to the counseling record may include a text
indicating the counseling that causes the input of the keyword. The answer content
list may be alist of answer contents corresponding to an answer to be provided to a

customer in the counseling that causes the input of the keyword.

[0059] In the example embodiment, the processor 220 may determine atitle related to a

counseling record based on the identification of theindex. For example, when the
index isidentified, the processor 220 may determinethetitle related to the counseling
record using aphrase designated to correspond to theindex. The processor 220 may

display the determined title.

[0060] In the example embodiment, the processor 220 may display the answer content

list related to the index based on the identification of theindex. For example, when
the index is identified, the processor 220 may identify at least one answer content
related to the index. The processor 220 may generate an answer content list
including the identified at least one answer content and display the generated answer
content list. The processor 220 may select one answer content from the answer
content list.  In thisinstance, the selecting of the answer content may be performed
based on an input of the agent but not be limited thereto. The processor 220 may
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display the selected answer content. The displayed answer content may include a
keyword and an index. For example, when the keyword is "delivery inquiry" and
theindex is"01", the displayed answer content may include atext "delivery inquiry-
01"

[0061] In the example embodiment, the processor 220 may display an answer content

list including a predetermined number of answer contents or less based on
identification information of the agent related to the counseling.  Specifically, the
processor 220 may identify the identification information of the agent related to the
counseling. Theidentification information of the agent may includeinformation on
at least one of a career of the agent and atask assigned to the agent.

[0062] The processor 220 may determine a number of answer contents to be displayed

in the answer content list based on the identification information of the agent. For
example, when a career of the agent is less than afirst period of time (e.g., 4 years),
the processor 220 may determine the number of answer contents to be displayed in
the answer content list to be less than afirst number (e.g., 3). When acareer of the
agent is greater than or equa to the first period of time, the processor 220 may
determine the number of answer contents to be displayed in the answer content list,
to be greater than or equal to the first number and less than a second number (e.g.,
20). Inthiscase, if the number of identified answer contents is less than the first

number, the processor 220 may display all the identified answer contents.

[0063] Asanother example, when the task assigned to the agent is related to afirst task,

the processor 220 may verify whether the first task is related to the identified index.
The processor 220 may determine the number (or a range of the number) of answer
contents to be displayed in the answer content list based on the identified relevancy.
When the first task is not related to the index, the processor 220 may determine the
number of answer contents to be displayed in the answer content list to be less than
or equal to thefirst number (e.g., 3). When thefirst task isrelated to the index, the
processor 220 may determine the number of answer contents to be displayed in the
answer content list, to be greater than the first number and less than the second
number (e.g., 20).

[0064] The processor 220 may display the answer content list including at most the

number of answer contents determined based on the identification information of the
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agent.

[0065] In the example embodiment, each of the answer contents included in the answer

content list may have a priority corresponding to number information. In this case,
the processor 220 may select answer content based on the number determined based
on theidentification information of the agent and the priorities of the answer contents.
Specificaly, among aplurality of answer contentsidentified based on theinformation
on the index, the processor 220 may select answer content based on the number
determined based on the identification information of the agent and the priorities of
the answer contents. For example, when ten answer contents are identified based
on the information on the index, and the number determined based on the
identification information of the agent isless than three, the processor 220 may select
three answer contents having higher priorities from the ten answer contents. The
processor 220 may display an answer content list including the selected answer

contents.

[0066] In the example embodiment, the processor 220 may identify a period of time

required to acquire the information on the keyword, starting from an initiation of the
counseling based on a start input of the counseling being identified. The start input
of the counseling may correspond to a wired or wireless call connection with the
customer. In this instance, the processor 220 may identify the initiation of the
counseling based on a connection with atermina used for calling with the customer
or an input from the agent. The processor 220 may identify a period of time used
from apoint intime at which the start input of the counseling isreceived or identified
to a point in time at which the information on the keyword is acquired. The
processor 220 may display the answer content list based on the identified period of
time and the index. For example, when the identified period of time isless than a
predetermined period of time (e.g., 5 minutes), the processor 220 may display an
answer content list including the first number of answer contentsor less.  When the
identified period of time is greater than or equal to the predetermined period of time
(e.g., 5 minutes), the processor 220 may display an answer content list including the
second number of answer contents or less. The first number may be greater than
the second number. For example, the first number may be five and the second
number may be one. Namely, when a keyword is input within a relatively short
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period of time, the processor 220 may display an answer content list including a

greater number of answer contents.

[0067] In some cases, the processor 220 may determine a response level of the agent

based on the identified period of time. For example, when the identified period of
timeislessthan afirst period of time, the response level may be determined to be a
first level. When the identified period of time is greater than or equal to the first
period of time, the response level of the agent may be determined to be asecond level.
The processor 220 may display an answer content list based on the determined
response level and the index. The number of answer contents included in the
answer content list may be previously designated based on the response level. The
processor may display the answer content list such that the answer content list

includes the predetermined number of answer contents or |ess.

[0068] In the example embodiment, the processor 220 may verify whether at least one

keyword is related to a counseling history of the agent.  Specifically, the processor
220 may identify information on the counseling history of the agent to verify whether
the agent has conducted counseling related to the keyword before.  In thisinstance,
information on a counseling history of the customer may be stored in the memory
210 in advance.

[0069] The processor 220 may display the answer content list based on the index and

whether the acquired at least one keyword is related to the counseling history.
Specifically, when the acquired at least one keyword is related to the counseling
history of the agent, the processor 220 may display the first number of answer
contents or more among the plurality of answer contents identified based on the
information ontheindex. When anumber of the plurality of answer contentsisless
than the first number, all the plurality of answer contents may be displayed.

[0070] The processor 220 may verify whether at least one keyword is related to the

counseling history of the customer. Specificaly, the processor 220 may identify
information on the counseling history of the customer to verify whether the customer
has been counseled in association with the keyword before. In this instance,
information on the counseling history of the customer may be stored in the memory
210 in advance.

[0071] The processor 220 may display an answer content list based on the index and
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whether the acquired at |east one keyword is related to the counseling history of the
customer. Specifically, when the acquired at least one keyword is related to the
counseling history of the customer, the processor 220 may display the first number
of answer contents or more among the plurality of answer contents identified based
ontheinformation ontheindex. When anumber of the plurality of answer contents
is less than the first number, al the plurality of answer contents may be displayed.

In this case, more detailed answers may be provided to the customer.

[0072] Inthe exampleembodiment, based on theinformation on theindex, the processor

220 may display an answer content list including at least one of first answer content
corresponding to the index, second answer content of which asimilarity with the first
answer content is greater than or equal to a predetermined value, or third answer
content including an inquiry history associated with the first answer content. For
example, the processor 220 may display an answer content list including the first
answer content, the second answer content, and the third answer content. In this
example, the first answer content may be exposed at the top, and the second answer
content and the third content may be sequentially displayed below the first answer
content based on a priority or relevancy. In this instance, the priority and the
relevancy may be determined in advance. However, it is merely an example, and
the second answer content and the third answer content may be displayed in an

ascending order, in adescending order, or irrespective of an order.

[0073] Inthe example embodiment, the processor 220 may display answer content based

on an input of selecting one answer content from the answer content list. In this
case, the counseling history may be updated based on an answer content selecting
input. For example, when the answer content selecting input is received in a state
in which the counseling history is written based on the information on the index, the
counseling history may be updated such that contents related to the answer content
is added thereto.

[0074] FIG. 3 is a flowchart illustrating an agent support method according to an

example embodiment. Operations illustrated in FIG. 3 may be performed in
different orders or irrespective of an order depending on cases. Since the
descriptions made with reference to FIGS. 1 and 2 are also applicable here, repeated
description of FIG. 3 will be omitted.
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[0075] Referring to FIG. 3, in operation 310, a computing device may acquire
information on at least one keyword related to counseling. For example, the
computing device may acquire information on at least one keyword related to
counseling based on an input received by an agent or information received from a
customer. A keyword may be aword related to atopic of the counseling conducted
between the customer and the agent.

[0076] In operation 320, the computing device may identify information on an index
corresponding to the at least one keyword. The computing device may identify
information on an index corresponding to the at least one keyword based on an
identification of information on the keyword. The index may be generated as a
combination (e.g., 01, 02, al, &) of at least one of numbers, characters, and symbols.
However, it is merely an example, and the index may be generated in various ways.

[0077] Insome cases, at least one keyword related to the counseling may be provided in
plura. Insuch cases, theindex may be generated based on acombination of indices
corresponding to at least one keyword. When at |east one keyword includesamain
keyword and a sub-keyword, the index may be generated based on a combination of
afirst index corresponding to the main keyword and a second index corresponding
to the sub-keyword. For example, the index may include an index (e.g., 0509)
generated by arranging the first index (e.g., 05) and the second index (e.g., 09) in a
predetermined order, but is not limited thereto.

[0078] In operation 330, the computing device may display atitlerelated to acounseling
record and an answer content list related to the index based on the information on the
index. For the index, arelated title may be designated in advance. Based on the
designated title, when the information on the index is identified, the computing
device may determineatitlerelated to acounseling record and display the determined
title.

[0079] When the information on the index is identified, the computing device may
display the answer content list related to theindex. Asan example, when an index
"01" isidentified, the computing device may display an answer content list including
predetermined answer content corresponding to "01." As another example, when
an index "0509" is identified, the computing device may display an answer content
list including predetermined answer content corresponding to "0509."
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[0080] The answer content list related to the index may include at least one of first
answer content corresponding to the index, second answer content of which a
similarity with the first answer content is greater than or equal to a predetermined
value, or third answer content including an inquiry history associated with the first
answer content.

[0081] Intheexample embodiment, each of the each answer contents may have apriority
corresponding to number information. In this case, the computing device may
determine at | east one answer content based on a priority, generate an answer content
list including the determined at least one answer content, and display the generated
answer content list.

[0082] In some cases, the computing device may determine answer content to be
provided based on identification information of an agent, a counseling history of the
agent, and a counseling history of a customer and display an answer content list
including the determined answer content. As an example, when a career of the
agent is greater than or equal to a predetermined period of time based on the
identification information of the agent, the computing device may determine a
predetermined number of answer contents among a plurality of answer contents
related to the index based on a priority and display an answer content list including
the determined answer contents.

[0083] As another example, when the counseling history of the agent includes a
counseling history related to the keyword, or when the counseling history of the
customer includes a counseling history related to the keyword, the computing device
may determine a predetermined number of answer contents among s plurality of
answer contents based on a priority and display an answer content list including the
determined answer contents.

[0084] In the example embodiment, the computing device may identify aperiod of time
required to acquire the information on the keyword, starting from an initiation of the
counseling based on a start input of the counseling being identified. When the
identified period of time iswithin a predetermined time range, the computing device
may determine a predetermined number of answer contents based on a priority and
display an answer content list including the determined answer contents.

[0085] FIG. 4isadiagram illustrating an example of acquiring a plurality of keywords
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when at least one keyword related to an agent support method is provided in plura
according to an example embodiment.

[0086] Reference numera 401 of FIG. 4 indicates a screen areafor inputting a keyword
related to counseling according to an initiation of the counseling. An area
corresponding to atag of the reference numeral 401 may be an area for inputting tag
information input to facilitate a search of acounseling record.  Tag information may
be mapped to a counseling record in a case in which a text is input to a tag when
generating the counseling record according to an example embodiment of the present
disclosure.

[0087] When amain keyword field is blank as indicated by the reference numeral 401,
in response to an input, for example, a click input, to the main keyword field being
received, a computing device may provide a list of various input keywords as
indicated by reference numeral 402. When an input of selecting a keyword, for
example, "delivery inquiry" from the keywords of thelist is received, the computing
device may determine a main keyword to be the delivery inquiry and display the
keyword in the main keyword field as indicated by reference numeral 403.

[0088] In the example embodiment, referring to FIG. 4, the computing device may
provide a sub-keyword field along with the main keyword field based on a case in
which a plurality of keywords is possible to be input. When the main keyword is
selected, alist of keywords possible to be input to the sub-keyword may be displayed
as indicated by the reference numera 403. The sub-keyword may be a keyword
included in a second category corresponding to a detailed type of a first category
related to the main keyword. In this case, the sub-keyword may be a subordinate
type of the main keyword.

[0089] Referringto FIG. 4, the keyword may be displayed along with an index (e.g., 01,
02, 03, and 04). Since the index may be designated for each category, the same
index may be designated for keywords included in different categories as indicated
by the reference numeral 403. In some cases, displaying the index may be omitted.

[0090] When the plurality of keywords is identified as illustrated in FIG. 4, the
computing device may provide an agent with a screen as shown in FIG. 5.

[0091] FIG. 5isadiagram illustrating an example of identifying an index when at least
one keyword related to an agent support method is provided in plura according to an
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example embodiment.

[0092] Referring to FIG. 5, a main keyword and a sub-keyword may be displayed in a
first area 501 when information on a plurality of keywordsisidentified in accordance
with the main keyword and the sub-keyword being input as shown in FIG. 4. A
computing device may identify information on an index based on an identification of
the main keyword and the sub-keyword. For example, as illustrated, the main
keyword may be identified as "delivery inquiry-01" and the sub-keyword may be
identified as "delivery completed-01."  In this example, the index may be identified
(or generated) as a combination of afirst index (e.g., 01) corresponding to the main
keyword and a second index (e.g., 02) corresponding to the sub-keyword. That is,
the index may correspond to "0101."

[0093] Theidentified index may be displayed in a second area502. Theindex may be
automatically displayed based on the identification of the main keyword and the sub-
keyword. However, it is merely an example, and the index may also be displayed
based on an input of auser. As described below, answer content corresponding to
afinal index may be displayed based on an identification of the final index.

[0094] Thekeyword may be displayed in the first area 501 may be selected from adrop-
down type list and then displayed.

[0095] Asillustrated, information on akeyword indicated by the index may be displayed
together in the second area 502. The keyword indicated by the index may
correspond to the keyword of the first area 501 but is not limited thereto. In some
cases, help 503 may be di splayed together for smooth use of the agent support method.

[0096] In the example embodiment, when the information on the index isidentified, the
computing device may provide ascreen as shown in FIG. 6.

[0097] FIG. 6 is a diagram illustrating an example of displaying a title related to a
counseling record and an answer content list when at least one keyword related to an
agent support method is provided in plural according to an example embodiment.

[0098] Referring to FIG. 6, a title 601 related to a counseling record and an answer
content list 602 related to an index may be displayed based on information on the
index. The answer content list 602 may include answer content 603 corresponding
to theindex. The answer content 603 corresponding to the index may be set to be
displayed at atop of the answer content list 602.



10

15

20

25

30

19

[0099] In the example embodiment, the answer content 603 may be designated in
advance based on theindex. Inthis case, the answer content 603 may be displayed
in accordance with the index or final index (e.g., 0101) being identified.

[00100] Inthe example embodiment, avariety of relevant answer contents may be further
displayed in addition to the answer content 603 corresponding to the index as shown
in FIG. 6. In some cases, answer content displayed in the answer content list 602
may be preview content that briefly shows the answer content.

[00101] In the example embodiment, a computing device may provide a counseling
record area 604 for generating a counseling record. Based on an identification of
information on the index, contents corresponding to the index, for example, a
keyword may be recorded in the counseling record area 604.

[00102] The computing device may receive an input of selecting one answer content from
theanswer content list 602.  In this case, the computing device may provide ascreen
asshownin FIG. 7.

[00103] FIG. 7 isadiagram illustrating an example of displaying answer content when at
least one keyword related to an agent support method is provided in plural according
to an example embodiment.  Specificaly, FIG. 7 illustrates an example of a screen
displayed when the answer content 603 corresponding to the index is selected from
the answer content list 602 of FIG. 6.

[00104] Referring to FIG. 7, in response to answer content 702 being selected from an
answer content list, a computing device may display the answer content 702 in
greater detail. In some cases, the computing device may provide link information
701 for displaying a plurality of answer contents included in the answer content list.
When a link included in the link information 701 is selected, answer content
corresponding to the selected link may be displayed. However, it is merely an
example, and alink may be omitted depending on an embodiment.

[00105] FIG. 8isadiagram illustrating an example of acquiring a keyword when at least
one keyword related to an agent support method is provided as a single keyword
according to an example embodiment. Contents overlapping the description of
FIGS. 4 through 7 will be omitted.

[00106] Reference numeral 801 of FIG. 8 indicates a screen areafor inputting a keyword
related to counseling in accordance with the counseling being initiated. When a
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keyword areais blank as indicated by the reference numeral 801, in response to an
input, for example, a click input, to the keyword area being received, a computing
device may display information for selecting a keyword as indicated by reference
numeral 802. The information for selecting the keyword may be designated in
advance.

[00107] When one of the information for selecting the keyword is selected, at least one
keyword related to the selected information may be displayed as indicated by
reference numeral 803. When "activation method" is selected from the information
for selecting the keyword, at least one keyword, for example, "common", "new
subscription”, and "change of device (new USIM)" related to "activation method"
may be displayed as shown by reference numeral 803.

[00108] The computing device may receive an input of selecting one of the at least one
keyword. When the input is received, the computing device may acquire
information on the keyword. Based on an acquisition of the information on the
keyword, the computing device may provide a screen as shown in FIG. 9.

[00109] FIG. 9isadiagram illustrating an example of identifying an index when at least
one keyword related to an agent support method is provided as a single keyword
according to an example embodiment.

[00110] Referring to FIG. 9, a computing device may display a keyword in afirst area
901 according to an acquisition of information on the keyword. The computing
device may display an index in a second area 902 based on an identification of
information on the index corresponding to the keyword.

[00111] In the example embodiment, information on a keyword indicated by the index
may also be displayed in the second area902. The keyword indicated by the index
may correspond to the keyword of the first area 901 but is not limited thereto. In
some cases, help 903 may aso be displayed for smooth use of the agent support
method.

[00112] In the example embodiment, when the information on the index isidentified, the
computing device may display a screen as shownin FIG. 10.

[00113] FIG. 10 is a diagram illustrating an example of displaying a title related to a
counseling record and an answer content list when at least one keyword related to an

agent support method is provided as a single keyword according to an example
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embodiment.

[00114] Referring to FIG. 10, atitle 1001 related to a counseling record and an answer
content list 1002 related to an index may be displayed based on information on the
index.  The answer content list 1002 may include answer content 1003
corresponding to the index. The answer content 1003 corresponding to the index
may be set to be displayed at atop of the answer content list 1002.

[00115] Inthe example embodiment, avariety of relevant answer contents may be further
displayed in addition to the answer content 1003 corresponding to theindex as shown
inFIG. 10. Insome cases, answer content displayed in the answer content list 1002
may be preview content that briefly shows the answer content.

[00116] In the example embodiment, a computing device may provide a counseling
record area 1004 in which contents corresponding to the index is recorded. The
contents corresponding to the index may include a keyword, for example, "new
subscription” but is not limited thereto. The contents corresponding to the index
may also include contents designated in rel ation to theindex, for example, "activation
method."

[00117] According to the present disclosure, an agent support method and a computing
device thereof may provide answer content using information on an index identified
based on at least one keyword related to counseling so that a customer service is
quickly provided and awork efficiency of an agent isimproved.

[00118] Further, according to the present disclosure, an agent support method and a
computing device thereof may provide a more suitable answer content list for each
agent based on characteristics of an agent, for example, acareer of the agent, assigned
task information, and a counseling history, thereby improving the work efficiency of
the agent.

[00119] The electronic device described herein may include a permanent storage such as
a disk drive, a communication port for handling communications with external
devices, and user interface devices such as atouch panel, akey, and a button. The
methods that are implemented as software modules or agorithms may be stored as
program instructions or computer-readable codes executable by the processor on a
computer-readable recording medium. Here, examples of the computer-readable
recording medium include magnetic storage media (e.g., read only memory (ROM),
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random access memory (RAM), floppy disk, or hard disk), optically readable media
(e.g., compact disk-read only memory (CD-ROM) or digital versatile disk (DVD)),
etc. The computer-readable recording medium may be distributed over network
coupled computer systems, and thus, the computer-readable code may be stored and
executed inadistributed fashion. Thismedium may beread by the computer, stored

in the memory, and executed by the processor.

[00120] The present embodiments may be described in terms of functional block

components and various processing steps.  Such functiona blocks may be realized
by any number of hardware and/or software components configured to perform
specified functions. For example, embodiments may employ various integrated
circuit (1C) components, e.g., memory el ements, processing elements, logic elements,
look-up tables, and the like, which may carry out a variety of functions under the
control of one or more microprocessors or other control devices. Similarly, where
the elements are implemented using software programming or software el ements, the
present embodiments may be implemented with any programming or scripting
language such as C, C++, Java, assembler language, or the like, with the various
algorithms being implemented with any combination of data structures, objects,
processes, routines or other programming elements. Functional aspects may be
implemented in algorithms that are executed on one or more processors.
Furthermore, the embodiments described herein could employ any number of

conventional techniques for electronics configuration, signal processing and/or

control, data processing and thelike. Theterms"mechanism,” "element,” "means,”
and "configuration" are used broadly and are not limited to mechanical or physical
embodiments. These terms may include meaning of a series of routines of software

in association with a processor, for example.

[00121] The above-described embodiments are merely examples, and other embodi ments

may be implemented within the scope of the following claims.
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CLAIMS
1 A method of supporting an agent in acomputing device, the method comprising:
acquiring information on at least one keyword related to counseling;
identifying information on an index corresponding to the at least one keyword,;
and
displaying atitle related to a counseling record and an answer content list related
to the index based on the information on the index.

2. The method of clam 1, wherein the at least one keyword comprises a main
keyword and a sub-keyword,

the main keyword isincluded in afirst category related to counseling,

the sub-keyword is included in a second category corresponding to a detailed
type related to the main keyword, and

theinformation on the index isidentified based on afirst index corresponding to
the main keyword and a second index corresponding to the sub-keyword.

3. The method of claim 2, wherein indices distinguished in the first category are
respectively alocated to one or more keywords included in the first category, and

indices distinguished in the second category are respectively allocated to one or
more keywords included in the second category.

4, The method of claim 1, wherein when the at least one keyword comprisesamain
keyword and a sub-keyword, the index is generated by arranging a first index
corresponding to the main keyword and a second index corresponding to the sub-keyword
based on a predetermined order.

5. The method of claim 1, further comprising:
selecting answer content from the answer content list; and
displaying the selected answer content,

wherein the displayed answer content comprises the keyword and the index.



10

15

20

25

30

24

6. The method of claim 1, wherein the displaying of the answer content list
comprises:

displaying the answer content list comprising a number of answer contents or
less, the number being determined based on identification information of an agent related
to the counseling.

7. The method of claim 6, wherein the identification information of the agent
comprises at least one of assigned task information of the agent and career information

of the agent.

8. The method of claim 6, wherein each answer content included in the answer
content list comprises a priority corresponding to number information, and

the displaying of the answer content list comprises displaying an answer content
list including answer content selected based on the determined number and the priority of

each answer content.

9. The method of claim 1, further comprising:

identifying a period of time required to acquire the information on the keyword,
starting from an initiation of the counseling based on a start input of the counseling being
identified,

wherein the displaying of the answer content list further comprises displaying an

answer content list based on the identified period of time and the index.

10. The method of claim 1, further comprising:

verifying whether the at least one keyword is related to a counseling history of
an agent,

wherein the displaying of the answer content list comprises displaying an answer
content list based on the index and whether the at least one keyword is related to the
counseling history.

11. The method of claim 1, further comprising:
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verifying whether the at |east one keyword is related to a counseling history of a
custome,

wherein the displaying of the answer content list comprises displaying an answer
content list based on the index and whether the at least one keyword is related to the
counseling history.

12. The method of claim 1, wherein the answer content list comprises at |east one of
first answer content corresponding to the index, second answer content of which a
similarity with the first answer content is greater than a predetermined value, or third

answer content comprising an inquiry history associated with the first answer content.

13. A non-transitory computer-readable recording medium comprising a computer

program for performing the method of claim 1.

14. A computing device for supporting an agent, the device comprising:
amemory comprising instructions; and
a processor,
wherein the processor is connected to the memory and configured to:
acquire information on at least one keyword related to counseling;
identify information on an index corresponding to the at least one keyword; and
display atitle related to a counseling record and an answer content list related to

the index based on the information on the index.



