AnjgaTna

MarucTtepiiik auccepranusiia MblHaMb 0ap OalaHbIC OPTAJIBIKKA Typajbl TYC-
HIAKBIPYABIH ~ KYTYiHIE Typajbl CTaTUCTUKAJBIK JepeKkTepiiepaidH 0Oac Heri3
aHANIM3/bIH J31pJICHIeHIH 06J-OpTaJbIKThIH OalIaHBICHIHBIH MMHTALMSUIBIK KaJbIIl
YKYMBIC YJIepici KOPCETUIreH.

Maructepiik IuccepTalusHbIH MaKcaThl - 06J1- OPTAJIBIKTHIH OaillaHbICHIHBIH
aOOHEHTEpIHIH KYTYIHIH calachlHbIH KeTepmeneyi. CanachblHbIH KOTepMeleyl OHbBIH
KYMBIC YIEpICIHIH 3epTTeyl, JKEeKEHIH apacblHAa OalaHbIC OpTAIBIKTapMEH
MIAKBIPY/IBIH TapaTyIIBUIKBIHBIH aJTOPUTMBIHBIH OalikaymeH >xonMeH xeteni. GPSS
World cucremanblH  apachlHIa HMMUTAIUSUIBIK — Kaiblll  0ed-  OpTalbIKThIH
OallJIaHBICBIHBIH Q31PJIECHTE€H, KYMBICTBIH KOPHEKI JEMOHCTPALUSCHl YIIIH IIbIHANBI
’KaOIbIKTa SKCIIEPUMEHT OTKI31JITEH.

Marucrepiik AMCCEPTAlMSIHBIH a1l - HOTWXKenepl 0el - OpTalbIKThIH
OaliTaHbICBIHBIH K00AChIHBIH Macede merniieai. Ocel quccepTanusaa aboHCHTEPIHIH
KYTYIHIH CallaChIHBIH KOTepMEIIeyJIepi YIIIiH memriMi KaObUIIaH/Ibl.

AHHOTALIUA

B maHHON MarucTtepckom IHUCCEpPTAlMM MPEJICTABICHBI AJTOPUTM Ipolecca
(GYHKUIMOHUPOBAHUS PACHpPEIEIEHHOT0 KOHTAKT I[EHTpa U MMHUTALMOHHAs MOJEINb,
pa3pabOTaHHbIE Ha OCHOBE aHaJM3a CTATUCTUYECKUX JAHHBIX IOCTYNAIOUIUX
BBI30BOB Ha PEAIbHO CYIIECTBYIOIINUNA KOHTAKT LIEHTP.

[lenpt0 MarucTepckol JMCCEepTAlMM  SIBISIETCS  MOBBINICHUE KaudecTBa
oOcimy>KMBaHUs a0OHEHTOB pPAcCHpPENEICHHOr0 KOHTAaKT I[EHTpa Ha OCHOBE
UCCJIEIOBaHUs TIpoliecca €ro (PyHKIIMOHMpPOBAaHUA H Pa3pabOTKH aJIrOpUTMOB
pacrpeneeHus BbI30BOB MEXKIY OTIEIbHBIMA KOHTAKT LEHTPAaMH, BIMSIONIMX Ha
KauecTBO oOcmyxkuBaHus. [IpoBefeH JKCMEPUMEHT Ha peallbHOM O000pY/I0BaHUU
KOHTaKT IIEHTPA, JUIsl HATJIAIHOM IEMOHCTpaIuu paboThl pa3paboTaHHOTO alITOpUTMa
pacnpeneneHusi, padpaboTaHa MMHUTAIMOHHAS MOJIEIb PACIPEACICHHOTO KOHTAKT
uentpa B cucreme GPSS World.

[Tomy4yeHHbsle  pe3ynabTaThl, MO3BOJAT A(PEKTUBHO pemarb BOMPOCHI
MPOECKTUPOBAHUS pacrpeiesieHHbIX KOHTAKT IIEHTPOB, yIpaBJeHUs
GbyHKUMOHUPOBaHUS, 3(P(PEKTUBHOTO pacHpeeleHUs] PECypcoB M 3a CYET 3TOro
JIOOUTHCS MOBBIIICHUS KaueCTBa 00CTyKHMBaHUsSI aOOHEHTOB.



Abstract

This master thesis presents simulation model and functioning process
algorithm of the distributed contact center, which were developed based on statistical
analysis of incoming calls of a real-life contact center.

The purpose of this master’s thesis is to increase the level of customer services’
quality in the distributed contact center, based on the study of the process of its
functionality and development of call distribution algorithms between the individual
contact centers, which are affecting the quality of service. An imitation model of the
distributed contact center in the system of GPSS world was developed, an experiment
on real hardware of the contact center was done in order to demonstrate the work of
the distribution algorithm.

Achieved results will effectively address the issues of the distributed contact
centers, the issues of the functionality and efficient allocation of resources, which
will help achieve a greater customer service quality.



