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Abstract

In this paper, we consider the existence of new and old customer differences in the call centre, to
build differentiated routing and set up multi-skilled heterogeneous customer service, and study
the specific grouping strategy of customer service group under the goal of optimal system revenue
expectation. The research shows that under the application scenario and the simulation model
constructed in this paper, the optimal customer service grouping strategy can be derived based on
the specific simulation parameter settings. This also helps to guide and improve the training plan
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for heterogeneous customer service in call centers in practical applications, which should train
more customer service groups that can bring more expected benefits to call centers.
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Table 1. Different repeat factors based on current service
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Table 2. Heterogeneous agent service rate for customers with different attributes
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Figure 1. Queuing models with repeat customers under differential routing
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Table 3. Simulation experiments parameters setting under differential routing
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Table 4. Different application scenarios
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Table 5. Group policy for service groups under differential routing
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Figure 2. Optimal grouping policies under different application scenarios
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Figure 3. Optimal grouping policies under time-varying fluctuation scenarios

3. BPERENER TR HRAE

I 20 3 TTIL, WS ITE A B AT i (ARG G I o R AT 40, R 4L
HEMEHIE Sy =T 1S oy = 3 (LRLEM WAL T, Sr4LANEAT VA, R 0 R SRS
WO R AL 0 = 8 S = 20 AEPTEARMANIRE, BT B th 25 WAL 100 A BCH0Z % T2 % B o i)
HIRELAK, BAEWI ARSI SRR b, 0T RGEAIRME — FRRA, LT A L 70
ESIES S EZATE S
5. &5

FERF I OB ATAR ST I, O 1 S v 65 B IR 55 A0 8 T B n Al ez, AT 525 B8 ST ) 5
SRR, 2 RS 2 ARt A AR S (01X 73 DL AR S o A e 2 S i e 1 7 SRR R R X 23 S5 I 2 Al ) AR
SN, X S o e IR AR S o P O P R 55 T A T BRI X o AR B3 R AN [A] 251 L
Wyl WA RGINA R USRIy, 22 5 8% B T 0 B IR R L A s . BT 45 SRR, FEA SO
BT EART, DURGU RN Ry BRI AR 4 1 S0 5 g o 2RI T 591 HAEAN T R 4t
TR NI 5T # A — BRI 7-3 I BCSKRIS o BR 1 M s i oy LSS, W ST R R T R
73 W i FR) 3 AL SRS R A RAR ZE I R LB IR TEAE SR AT LA BB 2 AR AL B0 N A I AR 2 ok
Uf, 7-3 173 AL SRS AE SR 1 g 2 55 e 3R A0 TR I 25 )8 22 PR A2 B s ) 75 5K o IXANBGIE R 142K
ZHRAEOUT, W FARARYE, FEXE R B ARSI TERI o, WA B I 3 BN AR 55 (K o TR
T EE NIRRT 1R ROk, B I TR 0 S AR T K, T R 1285 9% 58 9 14 3R R AR E 7 M
Mt — BRI R S A [, tht— DAl 7z di AR AT 1, A BT B AN B S &
G, ARG Alk B 5 G083 H R L7 4L

SE 3k

[1] FKESUK, 22538, BUME. 7EZRIUR BN & B E e B R —— A T s R AN]. SE
BF, 2020(5): 113-121

[21 g, &5, ki, WA, X, JET 5 5P O 2 B AR I R AR S BUIR 25 E AT FE[0]. [ E A
22022, 30(1): 275-286.

[8] ¥, BMB, % REAMEBEMA T RS LG E 52 MR RD]. RS 5405, 2023, 43(11):
2918-2929.

[4] Dbk, X0EE, lfd 3T A i 3R 2E W R4 RS HLH S e Mt c[)/oL]. B & E R 5 1-11.
https://doi.org/10.16381/j.cnki.issn1003-207x.2021.2130, 2024-01-03.

DOI: 10.12677/ssem.2024.131013 98 IR 55 ol 2 RN B


https://doi.org/10.12677/ssem.2024.131013
https://doi.org/10.16381/j.cnki.issn1003-207x.2021.2130

R R, SR

[51 Armony, M. and Maglaras, C. (2004) On Customer Contact Centers with a Call-Back Option: Customer Decisions,
Routing Rules, and System Design. Operation Research, 52, 271-292. https://doi.org/10.1287/opre.1030.0088

[6] Z&H, AR WA TR O AR ISR RAEESRHE, 2021, 32(8): 136-139.

[71 Yu, M, Chang, C., Zhao, Y. and Liu, Y. (2019) Announcing Delay Information to Improve Service in a Call Center
with Repeat Customers. IEEE Access, 7, 66281-66291. https://doi.org/10.1109/ACCESS.2019.2914484

DOI: 10.12677/ssem.2024.131013 99 IR 55 ol 2 RN B


https://doi.org/10.12677/ssem.2024.131013
https://doi.org/10.1287/opre.1030.0088
https://doi.org/10.1109/ACCESS.2019.2914484

	异质顾客差异路由的客服组分组策略研究
	摘  要
	关键词
	Grouping Strategies for Customer Service Groups with Differential Routing of Heterogeneous Customers
	Abstract
	Keywords
	1. 引言
	2. 文献综述
	3. 模型建立
	3.1. 基本假设
	3.2. 差异路由下模型的构建

	4. 差异路由下客服组的分组策略优化
	5. 结语
	参考文献

