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Abstract

The call center can provide call-back option to meet the needs of customers who are unwilling or
have no time to wait online, and providing call-back option can improve the service level of the
call center. However, blindly providing call-back option to customers without considering the con-
ditions of the call center is not a correct or necessary operation decision. Considering the custom-
er abandonment behavior, this paper establishes a queuing model with or without call-back op-
tion, and studies and analyzes what scenario the call center provides call-back option in order to
improve the service level.
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Table 1. Parameters and definitions under queuing model of call center with-
out call-back option
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Table 2. Parameters and definitions under queuing model of call center with call-back option
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Figure 1. Customer queuing process
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Figure 2. Service effect analysis of call center providing call-back option
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Figure 3. Effect of N on call center providing call-back option
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