
Determine one or more customer service agents that meet a response 

need of a traffic request

Obtain a text interaction processing status and 

an audio and video interaction processing 

status of the customer service agent

Determine whether the customer service agent 

meets a response need of a traffic request 

based on the text interaction processing status 

and the audio and video interaction processing 

status of the customer service agent

Allocate telecommunication traffic corresponding to the traffic request to 

one of the one or more customer service agents that meet the response 

need
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Obtain a text interaction processing status and an audio and video interaction 
processing status of a customer service agent

Yes

Determine whether a traffic request is a text interaction request

No
Determine 

whether the customer 
service agent is 

currently processing an 
audio interaction or a 

video interaction

Determine 
whether the customer 

service agent is 
currently processing an 
audio interaction or a 

video interaction

Invoke a first processing 
volume upper limit

Determine 
whether the first 

processing volume 
upper limit is 

exceeded

Determine 
whether the second 
processing volume 

upper limit is 
exceeded

Determine that the customer 
service agent does not meet the 

response need of the traffic request

Determine that the customer 
service agent meets the response 

need of the traffic request

Invoke a second processing 
volume upper limit

Determine that the customer 
service agent meets the response 

need of the traffic request

Determine that the customer 
service agent does not meet the 

response requirement of the 
traffic request

Determine whether 
the first processing 
volume upper limit 

is exceeded

Determine that the customer 
service agent meets the response 

need of the traffic request

Determine that the customer 
service agent does not meet the 

response need of the traffic request

Invoke a second processing 
volume upper limit

Yes

Yes Yes

NoNo

No

Yes

No

Yes

No
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Monitor whether there is a traffic request

Start

Select a customer service agent on which response need determining has not been 
implemented

Determine whether 
the customer service agent meets the response need of the 

traffic request

Record customer service agents that meet the response need 
of the traffic request

Determine whether
 there is any customer service agent on which response need 

determining has not been implemented

Select one customer service agent having a lowest current traffic 
processing volume from all recorded customer service agents that meet the 

response need of the traffic request

Allocate telecommunication traffic corresponding to the traffic request to 
the selected customer service agent

End

Yes

No

Yes

No

Yes
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Start

No

Select a customer service agent having a highest traffic processing priority from 
customer service agents on which response need determining has not been 

implemented

Determine whether 
the customer service agent meets the response need of the 

traffic request

Determine whether 
there is any customer service agent on which response need 

determining has not been implemented

Output prompt information on that there is no customer service agent that 
meets the response need of the traffic request

Allocate telecommunication traffic corresponding to the traffic request to the 
customer service agent that meets the response need of the traffic request

End

Yes

Yes

Yes

No

No

Monitor whether there is a traffic request
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Start

Monitor whether there is a traffic request

Determine whether 
there is a designated customer service agent for 

the traffic request

Determine whether 
the designated customer service agent meets a 

response need

Allocate telecommunication traffic corresponding to the traffic request to 
the designated customer service agent

Return to a customer a prompt that the designated customer service 
agent is busy, and request the customer to replace the designated customer 

service agent

Determine one or more customer service agents that meet a response need 
of a traffic request

Allocate telecommunication traffic corresponding to the traffic request 
to one of the one or more customer service agents that meet the 

response need

End

Yes

Yes

Yes

No

No

No
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Telecommunication traffic allocation 

apparatus

Customer service 

agent selection module

Telecommunication 

traffic allocation 

module
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