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Research on the Improvement of Service-management Efficiency by Emotion Recognition in
Intelligent Customer-service System

Yu Xinyan
(School of Economics and Management, Nanjing Tech University, Nanjing, Jiangsu 211816)

Abstract: In the digital-service era, intelligent customer-service systems serve as the primary channel for enterprises to receive user
demands, handle consultations and complaints and maintain client relationships. Conventional customer-service management merely
concentrates on the final settlement of business requirements and overlooks the chain-reaction influence of user-sentiment fluctuation on
communication experience, complaint escalation and customer churn. Based on textual semantics and acoustic speech features,
emotion-recognition technology identifies user states including anger, anxiety, disappointment and satisfaction in real-time, thereby
reconstructing the whole-process management logic of customer service. This paper sorts out internal mechanisms in which
emotion-recognition improves service efficiency from four perspectives: dynamic adaptation of reply scripts, priority scheduling of
work-orders, data-driven optimization of service workflows and satisfaction recovery after service failure. Furthermore, this paper
analyses practical constraints including limited recognition accuracy, institutional restrictions on user-privacy collection and the principle
that emotional consolation cannot replace substantive problem-solving. The research provides theoretical suggestions for corporations to
build sentiment-aware customer-service frameworks, strike a balance between empathetic replies and practical settlement and avoid
defects of intelligent-driven service, so as to allocate service-resources rationally, cut public-opinion risks and promote comprehensive
user-service experience.

Keywords: intelligent customer service; emotion recognition; service management; user satisfaction; customer sentiment;
work-order scheduling
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