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[ Abstract] At present, China electric power companies are generally faced with problems such as
customers' actual demands can not be located, complaints governance is mostly ex-post control,
passiveresponse to customers' demands, and failure to form the root cause analysis and management
mechanism of customers' demands. This paper studies the customer demand feature mining
technology based on artificial intelligence. Starting from the customer demand set, a customer
demand identification model based on the power knowledge map is firstly proposed, and a customer
demand label system is constructed to accurately identify customer demands. Secondly, a demand
root cause analysis model based on the expert system is proposed to diagnose the root cause that
triggers the customer's demand and solve the problem that the root cause of the demand is difficult to
lock. Finally, based on the customer demand set of tianjin electric power company, the application of
customer demand identification and root cause analysis is carried out. The results show that the
research results of the paper can provide support for the electric power company to deeply
understand the specific causes of customer demands and their changing trends according to the
customer demands of the full data. It provides reference basis for relevant business departments to
formulate differentiated and targeted business improvement measures and plans for marketing,
transportation and inspection, service, regulation, development and policy, and customer service, so
asto improve the solution efficiency of hot issues.
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