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Speech and text mining method for online customer service in power grid
based on improved fuzzy clustering

Wang Mu, Liang Yaoming, Ma Shaohua, Lin Zengjian, Zhang Wei

(' Southern Power Grid Supply Chain Group Co. , Lid. , Guangzhou 510000, China )

Abstract: Power grid online customer service speech texts feature streaming continuous input, loose sentence structures and dense domain
terminology. Traditional static topic modeling or single-turn intent recognition fails to capture semantic drift and implicit relevance of user
demands across conversation stages, leading to obvious classification biases. An improved fuzzy clustering mining method is proposed. A
semantic parsing mechanism segments keyword sequences by intent boundaries. Part-of-speech constraints and relaxation factors modify
membership functions to suppress clustering center deviation caused by semantic drift. A correlation filtering function aggregates highly
similar texts to realize hierarchical mining. Experiments verify higher precision and over 60% improvement in mining volume, addressing
inaccuracies induced by semantic drift.
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Fig. 1 Distribution of speech text vocabulary
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Fig.2 Experimental process of speech text mining
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Fig.3 Comparison results of precision in speech text mining

5SS H T VA AR SO VR IR SCARTZ i A v R i
e TR REZE 5 U A SO A L I & R & SO
i op B B A S A R
2.4 XhEXWEHSH

X =0k B IR ORI 5 A, S A R
Mz 2 i,

HH 3% 2 AT LAE ), 76 A [R1F2 4 B (8] 2544, i AR 3¢
BT R SR & SCAR A TIZ 4, 15 2 2 48 FL BT
KTV RIE 2, bW SO ¥ RR 8 16 35 0 B i) 42
P 0 B 2 SO B A2 I RCR R

K2 BEXFEEUAEMHLER

Tab.2 Comparison results of speech text mining efficiency
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