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PE®EPAT

IToscHroBanbHa 3ammicka: 74 c., 19 puc., 4 Tabn., 4 nongarku, 12 mxepena.

Edexrusaum metomom CIUIKyBaHHS KOMIAHIM 31 CBOIMM KII€HTaMH,
OCODIMBO A YaC mMaHmeMii Ta 37MeTy OHNAWH MPOAAKIB, € KOHTAKTHI LEHTPH.
PamioHanbHe BUKOPHCTAHHS JFOACHKUX pecypciB it 3abe3medeHHs iX poOoTH €
BKITMBOIO MPOOIEMOIO IS ONTHMI3ALli BUTPAT.

O6’exr mocmimkeHHs: TpoIec OOpoOKM BXiZHMX 3a%BOK KOHTAaKTHOTO
ueHTpy. IIpeamer mocmimKeHHS: MeTOomu po3paxyHKy HEOOXigHOI KiIBKOCTI
JFOACHKHX PECYPCIB IS MOKPUTTA 33JaHOTO HABAHTAXKEHHS HA KOHTAKTHEA IIEHTD,
a TaKOX, IMITaIiiHe MOMJEIIOBAHHS NPONECY OOPOOKM 3BEPHEHb Ta OIITHMI3ALlis
BUTPAT 9aCOBUX Ta TFOACHKUX PECYPCIB.

Mera pmocmmkeHHA: po3paxyBaTH MiHIMATbHY HEOOXimHY KUIBKICTh
OIEPaTOPIB y 3MiHI TaK, MO0 IIPOLIEHT 3a4BOK KIIIEHTIB 3 9aCOM OYiKyBaHHS HA JTiHil
no 20 cexynn Oys ne merme 80%, a Takox, moiOpaTH AKICHMM IHCTPYMEHT IS
[OJAJIBIIOr0 BIPOBA/KEHHS PO3PAXyHKy Yy IUIaHyBaHHS 3MiH KOJI-LIEHTPY KOMIIAHIi.

Meroau mocnmpKeHHA Ta anaparypa: aHaji3 MMpouecy pobOTM KOHTAKTHOTO
LUEHTPY, 30ip IMaHWX, aHam3 NOTOKY 3BEPHEHh HAa BIACTHBOCTI HAMIPOCTIMIOrO
IOTOKY, 3acTtocyBaHHs ¢opmyn Epnanra mns pospaxyHky HeOOXimHOI KLUTBKOCTI
JIOACBKOTO PECYpPCY IOTOAMHHO, IMITAIMHE MOMEIIOBAHHS MPOIECY O6POOKM
3BEpHEHB Yy KII, IUIAHYBAaHHI 3MiH POOOTH OIEpaTopis.

ExoHoMigHa  €(EKTUBHICTB: OYIKYETHCA  IIO3WTHMBHOIO,  3aBISAKH
BIIPOBADKCHHIO METO/IIB PO3PaxXyHKy HEOOXIIHOI KiIBKOCTI ONEpaTopiB y 3MiHi i
TAKMM YMHOM 3HW3UTH BUTPATH HA IIEPCOHAII, 4 TAKO)K CKOPOTHTH 4aC, HEOOX1MHuIH
I BUKOHAHHA omepamid. [IpakTWYHa MIHHICTE POOOTH moONsrae y mubopi
IHCTpyMeHTy IuIaHyBaHHA JEOACHKUX pecypci KL anamitianum crocobom Ta 3a
AOTIOMOTOXO CEepeIOBHINA IMITAIIMHOTO MOJCIFOBAHHS [UIsl BUSHAYEHHA HEOOXIHO1
KUTBKOCTI OIepaTopiB s 3a0e3M1e4eHHs 33JaHOT0 PIBHS 00CIyrOBY BAHHS.

Kmouosi copa: KOHTAKTHUU LIEHTP, AHAJII3, HAMITPOCTIIIMH

HOTIK, BI3HEC ITPOIIECC, ERLANG C, IMITALIIMHE MOJIEJTIOBAHHS],
ANY LOGIC.



ABSTRACT

Explanatory note: 74 pages, 19 figures, 4 tables, 4 appendices, 12 sources.

Contact centers are an effective way for companies to communicate with their
customers, especially during pandemics and online sales. Rational use of human
resources to ensure their work is an important issue for cost optimization.

The object of research: the process of processing incoming requests of the
contact center. The subject of research: methods of calculating the required amount
of human resources to cover a given load on the contact center, as well as simulation
of the process of processing appeals and optimization of time and human resources.

The purpose of the study: to calculate the minimum required a number of
operators per shift so that the percentage of customer requests with a waiting time
on the line up to 20 seconds was at least 80%, and to find a quality tool for further
implementation of the calculation.

Research methods and equipment: analysis of the contact center, data
collection, analysis of the flow of appeals on the properties of the simplest flow,
application of Erlang's formulas to calculate the required amount of human resources

per hour, simulation of the process of processing appeals in KC, planning changes

in operators.
Cost-effectiveness: positive, due to the introduction of methods for calculating

the required number of operators per shift and thus reduce staff costs, as well as

reduce the time required to perform operations.
The practical value of the work is to select the tool of human resources

planning of the CC analytically and use a simulation environment to determine the

required number of operators to provide a given level of service.
Keywords: CONTACT CENTER, ANALYSIS, SIMPLE FLOW,

BUSINESS PROCESS, ERLANG C, SIMULATION MODELING, ANY LOGIC.
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