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(57) Abstract: The present disclosure relates to the field of smart com-
munication, and discloses a human-in-the-loop voice communication sys-
tem and method, solving the existing problem of great differences after
switching during human-in-the-loop calls, which wastes time for clients
and provides a poor client experience. The key point of the technical so-
lution comprises a communication module; a call receiving and making
module, which allocates a human agent; a voice intention comprehen-
sion module used for comprehending the intention during a call; a voice
cloning module that synthesizes a response text into a corresponding op-
erator voice; a human-machine interaction module that enables a voice
robot to communicate with the client; an intervention prompt module that
monitors conversation content, obtains the rate of intervention intention,
and prompts a human agent according to a pre-defined rule; a human inter-
vention module that enables human intervention to respond to the client,
and performs call intention display and conversation prompting during
the call, such that during the call the human agent and the voice robot
communication can switch seamlessly and after the human intervention,
the operator can quickly understand the call intention and intervene in the
call, thereby ensuring a good call experience for the client.
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