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Research on dialogue quality assessment and risk early warning based on NLP on online
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[Abstract] With the wide application of online consultation platforms in medical, legal and psychological
industries, the quality of platform dialogue and risk management have become more and more important. Based
on Natural Language Processing (NLP) technology, this paper proposes an automated model for dialogue quality
assessment and risk warning. By combining the RoBERTa pre—trained model with multi—task learning, the
model is able to score the quality of conversations and effectively identify high—risk conversations. The
simulation results show that the accuracy of the model in the session quality score is 91.4%. After the actual
deployment, the system has achieved remarkable results, with the average session quality score increasing by
12.7%, user satisfaction increasing to 4.5 points, and the proportion of high—risk sessions dropping to 1.4%,
which is a significant decrease compared with the initial stage. This study provides an effective technical solution
for improving the intelligent management and risk control of online customer service system.
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