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Abstract

With the development of technology, the application of call centers is becoming more and more
widespread. At the same time as the scale of enterprises is gradually expanding, the scheduling of
customer service has also ushered in new challenges. In the daily operation of the customer ser-
vice center, the amount of customer consultation will fluctuate on a large scale, resulting in an
imbalance between the number of originally planned customer service and the actual manpower
requirements, which will cause problems such as excessive customer waiting time or redundant
staffing. Aiming at this problem, combined with the current development trend of the part-time
market size, a real-time adjustment model considering part-time employment is established with
the goal of minimizing costs, and the impact of part-time market structure and part-time job sen-
sitivity on salary is considered. The calculation example shows that the real-time scheduling ad-
justment model can obtain the scheduling adjustment plan that meets the service level require-
ments at a lower cost.
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Figure 1. Relationship between hourly pay and number
of part-time candidates
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Figure 2. Comparison of actual demand quantity and planned arrangement
quantity
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Figure 3. Solution steps for optimal solution of mixed model
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Figure 4. Comparison of the number of adjusted customer service
staff
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