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Abstract

Firstly, this paper analyzes the current situation of intelligent customer service robot, summarizes
the characteristics of information retrieval, database query and Q&A system. It also compares the
question answering system based on Web information retrieval, the question answering system
based on knowledge base and the community question answering system. Secondly, it decomposes
the knowledge base management and relationship architecture of Q&A system, and puts forward
the specific learning process and implementation framework. Finally, the weather query applica-
tion scenario is simulated. The results show that the question answering system of intelligent
customer service robot based on knowledge has good practical application effect.
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Table 1. Question and answer system feature table based on task processing mode

F=iE 1 BT ESLEEXNEZERFHRR

eS| A i R FRIRIIEE ERGR
EakE S SCMEEREE AR R S ) WAL ik 2R 451 [EEEEESE/X O L E R EPN
reme EHE FHEREA H2 ol AR E L EA[ZHE TR
FH it B AR B (=55 RANTITE SO S et

Hodfa e 2 e AN EITE ey M2 IR W AT

FE R SQL HIE N FHER
MBS R ARE S EMEE  ZRMb. EEREE, &

s, N
ARRS RAES RS FeLAE e, SRR 45 1 2 LA

2.2. [EIERGHISTH
AR 1 2 5 0 et RS [ 2507 3RO AN AL, B R R G m] 70 W BL R =K

DOI: 10.12677/csa.2019.911235 2099 THEAUR 5 R


https://doi.org/10.12677/csa.2019.911235
http://creativecommons.org/licenses/by/4.0/

Flig, 25/

1) 3T Web 15 B & I 11 25 52 45 (Web Question Answering, WebQA): WebQA F 4i 7 1 2 5| # L fi
BRI, R S IEEE S, DRGNS, R A R A O BRI
B Z 45435 Ask Jeeves F1 AnswerBus %%t

2) TR E R H) 25 & 4t (Knowledge Based Question Answering, KBQA): KBQA R 4Bt 5/ K
SRR B KA JE %5 U (4 Freebase . DBpedia. Yago. Zhishi.me)4s &, ) FH AENIMI AL S0 AAS B (e 3L 7 R
HEARY, @ E S I aTAE N ERE R, HMERIREEE NSRRI, 46 R
BREE TR P A B R 2 U SRR AR B [2]

3) #:[X 7% %4t (Community Question Answering, CQA): CQA St AR NIk T+ AZ AR I 1) 2 2 48,
HRZHEZ R WAL, @A R A 0 (40 Yahoo! Answers. B JEE R &1-F) 5 H P iAE X
FRACAFR I, IR 2 St e F P

BT ER =R RS, EEAEHARRIS SIS RS, R G U E RS (Hybird QA). £iEF
7] Z 48 (Multilingual QA) J&T-4 WL 17l & 22 1) 7] 2 54t (Frequently Asked Question, FAQ)%¢ . L+, KBQA
BBz, EAMUELEL TR S i B E SR, IEREE T 2 AN FRE I A DGR, RN 4k 1)
AT R HEEE

HAT, —SEETHERIIFENNERGWMEE T RIERS IR, 5 SCR R 7 N2 Rk IE I
A5 5, TLUARAE F P B 1) AT — B D HE R, JRROE & B S0k [l 45 H P DL S R 5L &, #1140 Google
TR P A T R R A

3. KBQA &%t
3.1. HNREEETE

IR (Knowledge Base, KB)J& F T HH AU RN IR (PSR 46« B8 2 K 2 X I RR R 25 22 (3]0 AR TP )
RIRSRIE ARSI & 5, & SRAA 1) AT 75 SRR AR, BLFEE AR S, A A A 515 2.

KR PE I RN T & — A% %458 (Object Model), B AR, @&, FRAEEK. REFHER
MR 2, R T B AR B R R I AR R R, A M LU B FE T 5 2%, mT DUFH SRAF O 2 52 %
B FRRIEHE . MIRER RSN TERRS, B/ -METHIRMARS, A8 RREHEFFHLN
— RV Fe— AN HEELHL (Inference Engine), A — i (19 LN FIZ AL 2R REHH — 20 O 3052

3.2. KA

KBQA #%tse H M Z & RG L —, EHT ANVAERER T 7, BInERST . 8117,
TR FEEAT RSN TV AR % RF (R R R ARSE), LA H P SRt s RS . FiREE—
JE R ) 8 Y5 338 HE 42 (Resource Description Framework, RDF)# 26t et (&R E AT 2o, BRIk 2 4k, 66
55 4 5 RS TG A5 A A SR TR

A KBQA RETEE R AR, & 515 B, BRAFAEREZ O RG[4]. 456 KBQA it
RUGERY, ARSONH R KRBT AL, BRI R RGBS 1 fros, Ho B A A 0 i
(Question Analysis). %15 B} (Phrase Mapping). ¥4 1 (Disambiguation) 1 2 i #) 2 (Query Construction).

e ) B fA AT ERAE SR ) SR J 25 545 S A BBORR B o 7 R AR 8 v A 1M 12 SR A5 31 DA SEAR T
e R EIAR PR T I, AR 25 0 ) sl A DA B ) 11— ] e il EBORHZ (7 A By, 459 33 AGE o) A
{51 25 BRI RFIE ) B, B J5 W 1 126 25 28 BRARRAIE 1) A A 2 AR PR N 3 A 25 i ) 17 2 0k
B RHATIRIE, RHBEAERDE] TR mE 2 s,

1) IaA) o prsid

DOI: 10.12677/csa.2019.911235 2100 MR 5 R


https://doi.org/10.12677/csa.2019.911235

Flig, 25/

TN

| anmziaa

HIRE R
ZHNRE SR EE
MR A

Figure 1. KBQA system relationship architecture diagram
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Figure 2. Learning process of the KBQA question answering system
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Figure 3. KBQA implementation architecture based on the weather Q&A application scenario
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Figure 4. Schematic diagram of the weather knowledge map interacting with other modules
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