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PEDEPAT 

TloiCHHOBaIbHa 3anucka: 74 c., 19 pnc., 4 ra6JI., 4 nonaTKu, 12 Kepeia. 

EpeKTHBHHM MeTOAOM cniJIKyBaHHA KOMmaHi 31 cBOIMH KJIEHTAMM, 

ocooJIABO I1A Yac naHnEMii Ta 31eTy OHJIa¥H npoAaKIB, e KOHTaKTHI YEHTPH. 

PamoHaJIbHe BHKOpHCTaHHI IHOACLKX pecypciB AIA 3a6e3ueveHHA 1X pobOTH ¬ 

BaIMBOO IIpoQJiEMOKO AJIA OIITHM13aui BnTpaT. 

06' eKr AOCJiAKeHHA: npouec 06poókn BXiAHx 3aABoK KOHTaKTHOrO

IeHTPy.lpezMeT aoCipKeHHs: MeTOAH pospaxyHKy HeoóxiHoi kilbkoCTri 

JHOMCBKEDX pecypcis uIs HOKpATTa 3anamoro HaBarraxeHEX Ha KOFTakTHm ueHp, 

a Tako, iMITan He MOnenrOBaHEH3 pouecy o6po6Ka 3BepHOHb Ta orrMi3ania 

BHTpaT 4acOBHX Ta JHOACLKHX pecypciB. 

Mera AOCIDKeHHA: po3paxyBarTm MIHIMaJIbHy Heo6xiAHy KiIBKiCTb 

oTeparopiB y 3MIH1 Tak, moó poneHr 3a1BoK KJieHTIB 3 qacoM oiKyBaHHA Ha Jiii 

o 20 cekyHA QyB He MeHIIe 80%, a rako«, inióparn akicHui incTpymeHT JI 

TOAaTbToro BIupoBaIKeHH po3paxyHKY y IUIanyBaHHI 3MIH KOJI-ueHTpy KOMI1aHii. 

MeroAn AOCiIKeHHI Ta araparypa: aHanis pouecy po6oTH KOHTaKTHOrO 

eHTpy, 36ip naAx, aHa13 ITOTOKYy 3BepHeHB Ha BJ1acTHBOCTI HainpocTimoro 

noroKy, 3acTocyBaHHA dopMyI EpnaHTa AI po3paxyHKy HeoQxiaHoi KiIbkoCTi 

JIIOACLKoro pecypcy noroquHHO, iMITaqÄHe MOAeIHOBaHHA nponecy o6po6kH 

3BepHeHs y KI, WianyBaHHA 3MiH poÑOTH OIeparopiB.

EkOHOMiIHa epeKTHBHiCTb: oikyeTbCA IO3MTHBHOO, 3aBIAKH 

BnpOBaKeHH1O MeTOAIB po3paxyHKy HeoóxiIHoi kiJTbKOCTi oneparopiB y 3Mii i 

TaKM HHOM 3HM3HTH BHTpaTH Ha TepcoHan, a TakoK CKOpOTHTH 9ac, HeoóxiaHua

AA BHKOHaHHA orepaini�. TIpakTHYHa MAHICTb poó0TH 1oArae y ninQopi 

incTpymeHTy LmaHyBaFHA IOACbKHx pecypcis K{ ananirnauM cnoco6oM Ta 3a 

MonOMororO cepepOBHIma iMÍTaui�Horo MOAeTrOBAHH AII B3HareHHA Heoóxinuoi 

KibKOCTi oreparopiB UIa 3a6e3IieueHH1 3anaHoro piBHI 06cayroByBaHHa. 

Knovosi onoBa: KOHTAKTHHÄ YEHTP, AHAJI3, HA}IIPOCTILIHM

OTIK, BI3HEC IIPOLIECC, ERLANG C, IMITAL.IÅHE MOJEJIIOBAHHA,
ANY LOGIC. 
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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 

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 ofhuman resources 

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

in operators.

Cost-effectiveness: positive, due to the introductionof 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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