collecting business data of agents

A

grouping agents according to business data of the
agentsand forming multiple exclusive agent pools

Step03” N\

calculating business skill values of agents
according to business data of agents and
classifying priorities of agents

Step04” >—r

classifying priorities of agent pools according to
the business data of the exclusive agent pools

Step05” N\

alocating calling user to corresponding agent in
the exclusive agent pool according to
predetermined all ocation strategy

Fig. 1

15




Step2-1 /\\\.//

collecting location information of service users
from online call records and user feedback data
and statistically analyzing distribution of location
information

v

Step2-2 2

screening location M that corresponds to the most
usersin the location information

A

Step2-3 7~

assigning the agent into M class of the exclusive
agent pool

Fig. 2

grouping agents according to the business data of
the agents and forming multiple exclusive agent
pools

A

screening class N of level having highest
percentage in the user levels served by the agent

A

assigning the agent to class N of the exclusive
agent pool

Fig. 3

2/5




exclusive agent pool allocation system
20

data acquisition module
201

agent grouping module
202

agent priority classification
module
203
agent pool priority
classification module
204

agent pool alocation
module
205

Fig. 4

3/5




agent priority classification module
203

first classification sub-modul e
2031

second classification sub-module
2032

Fig.5

agent pool alocation module
205

first all ocation sub-module
2051

second all ocation sub-
module
2052

Fig. 6

4/5




Electronic device /\

2
Network
> interface
23
M
emory
21
exclusive
agent pool
— allocation
Processor
—> system
22 20

Fig. 7

5/5




