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V. BimomocTi npo guceprauiio
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1. AHaMiTUYHI Ta CTATUCTUYHI MOJIeJli OL[iHIOBaHHS NTOKa3HUKIB €(PEKTUBHOCTI (PYHKLIIOHYBaHHS call-1ieHTpiB

2. Analytical and Statistical Models for Estimating the Efficiency Characteristics of Call Centers' Operation

Pedepar:

1. O6'exT - npouec pyHKUioHyBaHHA call-eHTpiB sk CMO 3 NOBTOPHMMHU BUKJIMKaMU. MeTa - po3pobka
aHAMITUYHUX Ta CTATUCTUYHUX Mogesel call-ueHTpiB sk CMO 3 moBepHEHHSIMU [1J1s OL[iHKU MOKA3HUKIB iX
edexTuBHOCTI. PO3p06s1eHO aHasniTUYHI Ta cTaTUCTUYHI Mozeni pyHKUioHyBaHHS call-uenTpis sk CMO 3
[IOBTOPHUMMU BUKJIMKaMU. [IpoBesieHO aHali3 MOKa3HUKiB ePeKTUBHOCTI iX PyHKILiOHyBaHHS. Po3pobseHo Moneti
call-uenTpis sik CMO 3 posnoginiom Epsanra gpyroro nopsky 4acy Oukiy opoitu. Po3apo6yieHO NakeT NPUKIaIHAX
[Iporpam, y SIKOMy peajii3oBaHO yCi METOIIY i aITOPUTMHU, PO3PO0JIEH] y IucepTaliii.

2. Object - call center operation. Aim - the development of analytical and statistical models of call centers'
operation as retrial queues for finding the systems' efficiency characteristics. Analytical and statistical models of
call centers as retrial queueing systems are developed. Analysis of the efficiency characteristics of call centers'
operation is carried out. Call centers' models are developed as retrial queueing systems with Erlang two phase
distributive law in the orbit. Being an implementation of all methods and algorithms suggested in the thesis,



application package is developed.
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