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historical service data of each of agents is collected

Y

classified counting of the collected historical service data of each of the
agents is performed according to different user levels being served, agent
skill values corresponding to the different user levels of each of the agents
are calculated

y

the agent skill values of all agents corresponding to the same user level are
counted as an agent skill value group, agent queues corresponding to each 1
of the user levels are determined according to the agent skill value group,
and each of the determined agent queues is labeled with an agent queue
skill level

A
a ranking of agent queue skill levels corresponding to each of the user

of agent queue skill levels, the agent queue skill level to which the agent
queue having a correspondence relation with the user level is directed is a
first agent queue skill level ranked at a first place

Y
an idle agent according to the corresponding ranking of agent queue skill

_— $206

S208
levels is determined according to the agent skill value group, in the rankingr/_

levels is found up orderly in response to agent service requests transmitted S210

by user terminals of different user levels
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the agent service request transmitted by the user terminal is received, the
user level where a user ID in the agent service request belongs is found

Y

the ranking of agent queue skill levels corresponding to the user level is
found

_— 5304

Y

whether there is an idle agent in the agent queue is found orderly accordingf
to the found ranking of agent queue skill levels, if yes, then connecting the
found agent and changing a status of the agent as occupied
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an agent skill average value of the agent queue skill levels other than the |
first agent queue skill level is calculated according to the agent queue skill

value group corresponding to the user levels

\

y

a ranking of other agent queue skill

levels is determined according to the

agent skill average value, thereby determining a ranking of agent queue
skill levels corresponding to each of the user levels, where the greater the
agent skill average value, the higher the ranking of the agent queue skill
level
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an agent skill average value of the agent queue skill levels other than the |

first agent queue skill level is calculated according to the agent queue skill
value group corresponding to the user levels

A

a ranking of other agent queue skill levels is determined according to the
agent skill average value, thereby determining a ranking of agent queue
skill levels corresponding to each of the user levels, where the greater the
agent skill average value, the higher the ranking of the agent queue skill
level

an agent ranking of agents in each of the agent queue skill levels is
performed according to the size of agent skill values of each of the agents in
the agent skill value group corresponding to the user levels, the greater the |
agent skill value of the agent, the higher the agent is ranked in the agent
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queue skill level
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YES the user identifier in the agent service request 1s
extracted, the user level where the extracted user
identifier belongs is determined
the agents in each agent queue skill level and the
ranking of the agent queue skill level corresponding
to the pre-calculated user level are found to perform
an agent ranking
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the agent service request transmitted by the user
terminal is received

)

the user identifier in the agent service request is — 8604
extracted, the user level where the extracted vser

identifier belongs is determined

Y

the agent quene skill level corresponding to the user
level is determined according to the pre-established
one-to-one mapping relations between the user levels
and the apent quene skill levels

r‘“SﬁOﬁ

whether there 15 an 1dle _—S608

agent in the agent queue
of the agent queue slall
level corresponding to NO
the user leve /
YES whether there is an agent Km
with a long idle time -
greater than a preset
threshold
“-\x“w
\I NO
the agents in each agent quene skill level and the | s612
ranking of the agent queue skill level corresponding to |~
] the pre-calculated user level are found to perform an
| ——5620 agent ranking
the idle agent is connected, and the status of the l
g 15 ged as occupied whether there 15 an idle agent in other agent
queues is found orderly according to the found
ranking of agent queue skill levels and by —S614
YES ranking the ageats in each of the agent queue
skill levels
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