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Abstract

In this study, we analyzed the call center service of Seoul Metropolitan Waterworks by
simulation. We suggested the optimal number of staffs for the required level of service, which is
the target response rate. We also analyzed the effect of unification of regional call centers.

Our simulation is based on the queuing model and it is used ARENA simulation software.
We assumed the Poisson process of incoming call and predicted arrival rates for it from 2013 to
2018 call data. We statistically forecasted the hourly rates, day rates of the week, and monthly
rates. We also estimated the probability of each call-type among 46 call types and considered 4
classes of staffs.

Through the simulation analysis, we diagnosed the peak-time response rate as well as the
average rtesponse rate. Thus, we suggested the optimal number of staffs for the required
peak-time response rate. One of the advantages of unification over separated regional call centers,
is that, it causes overall higher response rate and equalizes the labor-intensity for the staffs.

As the first simulation study about the call center service of Seoul Metropolitan Waterworks,
the results of this study are expected to be helpful not only in planning of manpower but also in
organization transformation of.

Key words : Seoul Waterworks service call center, Simulation analysis, Optimal number of staffs,
Unification of call centers, Response rate, Peak-time response rate
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