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Research and improvement on agent forecasting using Erlang models

LI Xianjin, YU Zhangi, ZHANG Shijun, ZHANG Guoping
( China Railway Express Co., Ltd., Beijing 100070, China )
Abstract: Agent forecasting was very important in management of operations call center. In this paper, the
relevant queuing model was analyzed and compared firstly, then using Erlang A model to predict call center
agent with calculation method in detail. The paper analyzed a large amount of historical data and took fully
consideration of business characteristics in the choice of model parameters. The predict results could meet the
target performance level and conform with work reality.
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