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(57) Abstract: [Problem] To efficiently achieve an accurate understanding of a user's intent and provide an automated
answer having suitable content. [Solution] A customer service assistance system 100 comprises: a storage device 101
which stores the address 125 of each automated answering device 150 that accumulates knowledge relating to services
provided via each output screen of a service system 300 that responds to inquiries made by customers; and a calculation
device 104 which, upon receiving an inquiry specifying an address from a customer terminal 200, compares both an
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inquiry sentence and identification information about an output screen, indicated by the inquiry, with question-and-answer
collection information 126 that is retained for each service provision output screen by the automated answering device 150
associated with said specified address, the calculation device 104: estimating a question matching an intent represented
by the inquiry, from among the questions included in the question-and-answer collection information 126, on the basis of
whether or not the screen associated with each question included in the question-and-answer collection information 126
coincides with said output screen, and on the basis of the degree of similarity between each question sentence included in
the question-and-answer collection information 126 and said inquiry sentence; and extracting an answer to said estimated
question from the question-and-answer collection information 126 and returning that answer to the customer terminal 200.
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