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ABSTRACT 

Implementations of the present invention provide a data processing method and 

apparatus. The method includes: obtaining interaction data between a user and a 

server; detecting, based on the interaction data, whether an abnormal event occurred; 

when an abnormal event occurred, obtaining attribute information of the user; 5 

searching a locally stored first correspondence between attribute information 

corresponding to the abnormal event, a cause, and a weight for a record that includes 

the attribute information and a largest weight; and determining a cause in the record 

as a cause of the abnormal event. In this whole process, the user does not need to 

communicate with a customer service representative, the customer service 10 

representative does not need to determine the cause of the abnormal event by 

communicating with the user, and the cause of the abnormal event can be determined 

by using the attribute information of the user and the first correspondence between the 

attribute information corresponding to the abnormal event, the cause, and the weight. 

Therefore, labor costs are saved. 15 


