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Abstract ; At present, the electric power customer service center has already carried out the diversified service channels to provide custom-

ers with a full range. of services,but the lack of depth mining and analysis for each channel. In view of this, the user behaviors analysis of

electric power customer service center is conducted based on big data. An intelligent online monitoring and analysis system is set up for

multiple power customer service channels. First it collects data using distributed multi thread , then makes online analysis of user behavior

with multiple dimensions based on big data, including statistical analysis and cluster analysis. Statistical analysis contains service channel

index , service function total indexes, service function single index , customer access time index , customer area distribution , etc. . Cluster a-

nalysis uses K ~means clustering to analyze user segmentation according to loyalty, frequency and contribution. The system implemented

can get the customer behavior characteristics of each channel, provide support for enterprises to fully grasp the various service channels

and help to give more intelligent and convenient personalized service.
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