Tkauyk M.B., Kyknenko /I.B., [llaynocoka A.O., Ty3 O.B., Ykpaina, Xapxis

ABTOMATHU3ALIIA PO3NOALIIY OBCAIIB POBIT IIO OB/A3BOHY
ABOHEHTIB HA ITPUKJIAJAI CALL-IHEHTPY

Call-uentp 3a 3aMOBJICHHSIM MOOULTBHOTO oreparopa 3/iiiCHIOe 00J3BiH aOOHEHTIB, SKi
MaroTh 3a0oproBaHicTh. s ¢opMyBaHHs cecii 00A3BOHY eKclepT OOUpae OJIWH 3
QITOPUTMIB PO3MOALTY aOOHEHTIB, AKI PEryJIOIOTh HABAHTAXKEHHS omeparopiB. byio
pO3pO0JIEHO Takl AITOPUTMHU PO3MOJAUTY aO0OHEHTIB, K BHUOIp HaANOUIBII BUIBHOTO
orepaTopa, BHUOIp HallMEHI 3alHATOrO OMNEpaTropa, 3amoOIiraHHs [EePEeBAHTAKEHHS
orepaTopa, ajiropuTM HaBaHTAXEHHsI ONEpaToOpiB 3 METOW po3noauty poOit. Pobora
iHpOpMaIlIfHOT CUCTEMHU J03BOJISE MiABUINUTH e(PEeKTUBHICTH poboTu Cal-teHTpy, mo
3a0e3reuye 3MEeHILEeHHS 3a00proBaHOCT1 aDOHEHTIB ornepaTopa MOOIITLHOTO 3B 3KY.
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ABTOMATU3AIUA PACIIPEAEJIEHUA OBBEMOB PABOT I10 OB3BOHY
ABOHEHTOB HA ITPUMEPE CALL-HEHTPA

Call-entp mo 3aka3y MOOMJIBHOIO OIepaTopa OCYIIECTBISACT OO3BOH aOOHEHTOB, Y
KOTOPBIX HMeEETCs 3aJ0JDKEeHHOCTh. J[mst (opmmpoBanms ceccum 003BOHA HKCHEpPT
BEIOMpAaeT OJWMH W3 QJITOPUTMOB pacmpeaeiieHus: aOO0HEHTOB, KOTOPHIE ITO3BOJISIOT
perynmpoBaTh Harpy3ky omepaTtopoB. bbutm  pa3paOoTaHbl Takue anrOPUTMBI
pacnpeneneHuss abOHEHTOB, Kak BbIOOp Hambojee CBOOOAHOrO oreparopa, BbIOOp
HaMEHEEe 3aHITOTrO OIepaTopa, MPEOTBpAIlleHHUE MEPerpy3Kd OomepaTopa, alIrOpUTM
Harpy3Kyd OIEpaTOpOB C IeNbl0  pacmpeieneHus pabor. Pabora wmHdopmanmnoHHoH
CHCTEMBI IO3BOJSIET TOBBICUTH JIPPEKTHBHOCTE padoTel CalluenTpa, KOTOpBHI
o0ecreuynBaeT yMEHbIICHUE 33J0JDKEHHOCTH a00OHEHTOB OIepaTopa MOOMIIBHOM CBSI3H.
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THE CALL-CENTRE AUTHOMATION ACCORDING TO DISTRIBUTION OF
WORK VOLUMES BETWEEN OPERATORS IN THE TASK OF RINGING
ROUND SUBSCRIBERS

A mobile provider asks the call-centre to ring the debtors round. An expert chooses one
of the existing algorithms for subscribers distribution to create the ringing session. The
following algorithms were elaborated: choosing of the most free operator, choosing of the
least occupied operator, prevention of the operator overload, operator load distribution
algorithm. The information system allows increasing an effectiveness of the call-centre,
so it is possible to decrease subscribers debts for the mobile provider.
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