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Abstract: Telecom complaint adjudication involves multiple stages. Traditional manual processing faces clear bottle-
necks in efficiency and consistency, while existing automation studies mostly focus on isolated tasks. To address this
issue, this paper proposes an intelligent adjudication framework based on large language models. Through prompt en-
gineering, the framework comprises five modules: invalid complaint detection, complaint type identification, com-

plaint content decomposition, human-in-the-loop evidence chain collection, and adjudication report generation. Ex-
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periments on approximately 7,000 real complaint cases from a provincial telecom operator show that the proposed

method achieves 83.2% accuracy in invalid complaint detection, outperforming BERT and other baselines by at least

14.2%; 97% accuracy in service issue classification; and an F1 score of 73.9% with 82.1% key-point coverage in com-

plaint content decomposition. Processing efficiency across stages improves by up to 96.7% compared with manual

handling. Cross-month generalization tests further demonstrate stable performance. The proposed framework provides

a complete intelligent solution for telecom complaint adjudication and offers practical value for digital transformation

in the telecom industry.
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R LA AR (R0, T
RILEZER R “ FHL” FFRRPIAIN

HRRPERY, AR 51N FEATR AN 2 A5 2
AT T LA .

45 HRIFIRBESZS ISR

1200 26 N TARE S hr 8R4 F, A0
IAE CDP LS ERIRIMEE IR S, HIKARIRIE
W AR SR FR R SO R I R S R AL
Kk

N T B AUEA ST IRAE R #RAE S5 (CDP)
TR, ASHIE TR T LA SRR T 56

(1D AW EHL: %M BERT-CRF (JF¥ln
##) 5 RoBERTa-MRC CHl H X ] St BR A D o
T I AR ARG R EHHE RS, ASHIEFT A 200 5%
S bR T A BENLIME 150 26 1 NI h B2t AT 2 50
WO, AR 50 A Sm A .

(2) AL : 1% FH Moonshot-v1-32k #5

B, FEEFEAR (Zero-shot) W E T B4 H I
fREE .

(3) A H¥E (LLM+prompt): {EAHIFE 50
ST AE b, R A SCETE ) Few-shot Al

=5 FTHFIBFE LT LR (N=500)

BT % HE R HIal % F1 5350 Cohen's Kappa
R 5 4 0.466 0.429 0.917 0.585 0.059
TF-IDF + XGBoost 0.636 0.551 0.610 0.579 0.259
BERT (Fine-tuning) 0.690 0.651 0.527 0.582 0.340
7R 375 1 (LLM+prompt) 0.832 0.810 0.771 0.790 0.650
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5] BHE FBRFE  flscore ¥
B ) 5 AR 1.00 1.00 1.00 81
R B 1.00 1.00 1.00 79
RVE S AF 1.00 1.00 1.00 24
HMETE R ARG 0.78 0.94 0.85 31
IR E ARG 1.00 0.11 0.20 9
b 55 A S 5 1.00 1.00 1.00 5
i 0.97 0.98 0.98 237
T 0.97 500
EFH 0.97 0.88 0.88 500
IALF3Y 0.97 0.97 0.97 500

RT WURIEMSIEMEREXTEE(N=100)

e YHH XGBoost FI  BERT F1 ZI{K ;F?
i 50 0.99 0.99 1.00
VRS 5 1.00 1.00 1.00
AN E R ARG 6 0.92 0.92 1.00
e B o B 16 1.00 1.00 1.00
PRI %5 1B 1T 7 1.00 1.00 1.00
PR R 16 1.00 1.00 1.00
B - 0.99 0.99 1.00
R - 0.99 0.99 1.00

R8 HIFIFMESITAIEIRE R (N=200)

B Floy# Rwhde HIalE BmE JURFE AEE

AHE S 0739 0735 0743 0.821  0.228  0.847

CoT $&/n TRESHAT 4 .
FLLRSI0 gk AR 9 Fir.

R9 HIFFBESITHEIERER

X -

e FLS R AE S mm uk
AT TT " L

s wox o= e x o
it

BERT-CRF 0.345 0.361 0.331 0.585 0.392 0.551 1.000

RoBERTa-MRC  0.082 0.700 0.044 0.583 0.062 0.060 0.000

Moonshot (Zero  0.451 0.445 0.456 0.579 0.512 0.549 0.767
shot)

AILT7E (LLM)  0.641 0.620 0.663 0.865 0.791 0.294 0.848

SEIG g IR, R 150 2 2R bE A 11 1
MK, BERT-CRF 1 MRC ) 2 B 26 i T 7 34 o
BERT-CRF SRR T s el 5 (4%~

4D, HFUUN0.345, 3 I4L G BUAE /N FE
15 3 ELAT MV EHE T A LA 7R 432 2] TR AR il 1) 52 %
#l 4 . RoBERTa-MRC 7E A AT 5% o A [A] 26 A K
(0.044), FBJFPRZ RSO LB ™ H HAFAE
B “EEAORE”, P AIORER, 2R H P E
FHR IS AR AT 7] — YRR 2 BUEE AN S ) R 3R
ik, BIARAESE — AU B A, A oA TS
EE, AR HIRRE R — =AM AL A
B — AN ERE BB a5, T B — PR I 2 5 A
B IR B E R — N BN T

FHEEZ R, ARSCHEAE 50 2R EE FHUS T
0.641 [ F1 7 4. BB T 22HEE (200
%0 THERIEA WS, HHEEFE 0.79D
SCAHASE (0.865) 515 L T BT A7 LR AL
XUFI Tl B 4EE (CoT) 515 KA AL HE4T HE
L, RS ACTR AN T B AU bR T A AN R 1 R
B SEEL T AERRNREA T IR v RE AR A
4.6 SZAMIIIE

D VEAG AR AE FSID 55 PR 5E IR [R]32 46 R
73, AILLL2025 4 3 F Hd Ay HEmlibg g e 4 R AR
N, HAEESE=AH @A SH. 6 ) Kk
oL H BT EAR AR EIEATIRAE . B H S A
1000 6 BREA, HEIGMERLES. &
HAPEREFRAR IR 10 TR

#10 RAFIEHESERERZ UM LR (B H 1000 5)
R R F1() FT)
) ) Fl
48 0801 0742 0712 0726 0785 0570
5H 0820 0675 079 0730 0797  0.59
67 0832 0678 0783 0727 0803  0.606

Ry #EME Kappa

GER IR, BTSN B 5
54 0.801. 0.820 1 0.832, 1EZKF1 £ & 0.726-
0.730 [X ], Kappa /T 0.570-0.606, i bHi% J5i%
Xof I8 73 A A8 A F AT B ) A s

UbAh, AtEEBARE RIS (O0D) #
A, ARSCMIIT 4 - 64 H 1 T8 N T %k 5
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BIERE  XXXX F5 XX H#

FoH, PSR A E ISR/ R e R B R
AULE SRR (Fldn: HesF e . RS WEME
). A OODMAE N TR 245 %6 .
EVEAE T, A8 M in-domain (N=245) 5 OOD
3% LB p IR A MHAEE (N=200, pe{0.0,0.2,
0.5,1.0}, k=3 REE). ZRWFR 11 xR, ¥
B AR I 55 ST 1 E i LR 0.5 B, AR R
Fria R A B (%%0.708), XEHETER
SEAE PR, T AR ST W B R A R 4
B

#11 A[EOOD LLfITHIIEE M RE(F1 IE2)

00D L4l p FHIF bRtz
0.0 0.7726 0.0069
0.2 0.7580 0.0071
0.5 0.7084 0.0221
1.0 0.6702 0.0049

4.7 WEITLL

BEXETCRCHIMT . R 3. HRIRARIA Y
AR FE R 5 — 28 B R AR RV iR K TAE I %
A, IRECT &AL FRERT N LT S5 RE B A 5
TEAR R ER AR b R A SO VA EE, e S5 4 2R
] RGN THZBED, WA TS R 8%E
(72 . BAREEE Wk 12,

UEAh, B UEHE BT S 4 & A Ay, Uk
FAEFAERSLAE TGP BB EAREE, %
PEUR N DRSS, N TACERR AN 5 BREE, A
1F BN A, AFEAR B EIR, ERXHAT
FRGURERT I /N TN TP SRR

SEOLR, AR SCHR R T VR RS TE ORFF I
(iR Sil i N 21 N (S G

5 itie
ASCEIREERAR W, KB B HRH) DT

55 IR LR A WL RSS2 . ETERCH
TR IR 55 U 73 S A5 AR ) P 2 SRAT S5 o, JE

=12 WEIFEEFE

B AN ATHR RGN ?ﬁﬁf
ToRH W 200 4% 2h 5min 95.8%
I/ AES 200 % 1.5h 3min 96.7%

HUFNATRME 2005 3h 20min 88.9%
UEFRMHL 10% 1h 25min 58.3%
et 10% 35min 6min 82.9%

THORE TRER A DR R ke, H2
FER Yy P I G B 22 S R 2 TAE B R
W BRI I A AR 55 o, B BARR I
BRI E e ST, (EEAE 2 TURATR A
R L, U B A R AT 55 X e HH A RS R R R
MR T R

ASCR AN [T AR 56 4 B 3h 6 e dE i
ML), FFARBAi T HORBE BRG], B 5 HAE
HORA DU R A PR RTIE 3 R DA
Ko MW LA P B ATOLSME, REAL
R R B TR AR KRS, I am s R e
TR R PRIk, ARSCHEZR (B SEA (AN AE
T “HM”, A TAEATEL T AL “ =R
EE[i A

I, #5 ] S AR ACI th i B, J T
S 1A TRER T ik AR R ARRA . 5 B L
o AEXNE S AT AR AT BONBUR . R AR
FERA NUET BRI St BLR, BEAR R RE 2 %2 2
SO ARSRTT RN R R — R 5
BB R ELE LR, DR THE R
FREEE N AEST o

6 ZRiE

ARSCHR T R SR HLAE R RA 5
AR ATk, W T B R . R
PR HVRIRAR . IEYEYCER S R A 1 o 2
HEZE, i 3SR s J0IE 1 FLAE e PR AN
R LS. FR, AR FEAAESA R
7 RERUREE A S E R, BvizE
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P AE 2 T RS~ AR 5 M 55 K A e R g T
Rt T A

AW EH T BRI LA T H S,
AT T R R GEPE A T T [ HLA R R A
ERBEAAEZE, Rk T MERF O REE R S B
BARMERIA L FUG RI T AN R BIE S E
WAL, E DRAIEAE R 2 4 [ B R A 7 AT
A P, SR TR RLAE 2 R SRS PR
FAREL S, BFERTE T 2R VRS TR E A
PO S BERARIERE S A, RS THAHRE
E SRR T UTAM AAT R S B R, B
S o 4 S BB A

IR, RSO FUATAFAE 4 T4 R IR AL 7]
s B U Y B — VR 2 T TR b aE R
78Rk UEHE YR 1 B SRR AT B & B g
DT M K RIB IR APEREA 255
XL ) R A 5 SR T R, AR

(1) RZ X AN AR R S8 31 1) K 3 18 o
SRl 5

(2) B 70 50 L B & B BE /7 (1 Agent HEZR LG
THIESE s RiE 1k

(3) EZEZBER R NI REE RN
SEAERIE

BE K-
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