AnjgaTna

byn aumioMaplK JKYMBICTa YiECTpUIreH OalIaHbIC OPTAIBIFBI YKYMBICHI
YPAICIHIH aJIFOPUTMI KOHE KOJIITAHBICTaFbl OalIaHBIC OpPTaJbIFbIHA KENIMN TYCETIH
IIAKBIPYJIAP/IbIH CTATUCTUKAJIBIK MOJIMETTEPIHIH aHaliu3l HETI31HJe KypbUIFaH
UMUTAIVSUTBIK MOJIEIh KEJITipiireH.

JIMIITOMABIK ~ JKYMBICTBIH ~ MakcaThl  —  YJecTipiireH  OailiaHbIC
OPTAJIBIKTAPBIHBIH KYMBICHI YPJIICIH 3€PTTEY )KOHE KBI3MET KOPCETY calachlHa ocep
ETETIH JKEKEJIETEH OPTAJIBIKTAPhl apachlHAAa MAKBIPYJIapabl YIECTIpYy alrOpUTMIH
)Kacay Heri3iHAe aDOHEHTTEPre KhI3MET KOPCETY CamachlH apTThIPY.

GPSS World tinmiane ynectipiires 0alaaHbIC OPTaIbIFBIHBIH UMHUTAITUSIIBIK
moneni xacanasl. COHBIMEH KaTap, OMIPTIPIIUNK Kayllci3airi Macenenepi
KAapacCThIPBUTBITI, KOOAHBIH YaKBITTBHIK, Kap>KbUIBIK JKOHE €HOCK IIBIFBIHIAPHI
€CETTENTEH.

AHHOTALIUA

B nmaHHOW 1uIIIOMHOW pabOTe TPENCTAaBICHBI AITOPUTM Ipolecca
(YHKIIMOHHPOBAHUSI PACIIPEICIICHHOTO KOHTAKT IICHTPa ¥ UMUTAIMOHHAS MOJICITb,
pa3paboTaHHBIE HAa OCHOBE AaHAIM3a CTATUCTHYCCKUX JIAaHHBIX MOCTYMAIOIINX
BBI30BOB Ha PEAJIbHO CYIICCTBYIOIINI KOHTAKT IICHTP.

Llenpro IUTUTOMHOWM PaOOTHI SBISIETCS TIOBBIIICHUE KauecTBa OOCITYKHBAHUS
aOOHEHTOB PaCIpe/IeICHHOI0 KOHTaKT [IEHTPa Ha OCHOBE UCCIICAOBAHUS Ipolecca
ero (YHKIIMOHUPOBAHUS U Pa3pabOTKU aJIrOPUTMOB PACIPEICICHUS BbI30BOB
MEKY OT/CIbHBIMU KOHTAKT IICHTPAMH, BIUSIONIMX HA KAYeCTBO 0OCTy)KUBAHHSI.

Ha s3pike GPSS World paspaborana  wMuTanioHHass  MOJEIb
pacmpeieICHHOT0 KOHTAKT IeHTpa. Takke ObUTM PACCMOTPEHBI MPOOIEMBI
0€30MacCHOCTH JKU3HEICATCIBHOCTH W PACYMTaHbl BPEMEHHbIC, (DUHAHCOBBIC U
TPYJIOBBIC PACXObI MPOCKTA.

Abstract

The algorithm of process of functioning of the distributed contact center and
the imitating model developed on the basis of the analysis of the statistical these
arriving calls on real-life contact center are presented in this thesis.

The purpose of the thesis is improvement of quality of service of subscribers
of the distributed contact center on the basis of research of process of his
functioning and development of algorithms of distribution of the calls between
separate contact centers influencing quality of service. In the GPSS World language
the imitating model of the distributed contact center is developed. Also problems of
health and safety have been considered and temporary, financial and labor expenses
of the project are calculated.
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