A sjéten1for managi ng a tel emarketing conplex is disclosed wherein the
"probability of nmeeting a given performance objective by the agents
servicing an automatic call distributor (ACD) within the conplex is
conput ed for each subinterval of a predeterm ned service interval. This
probability is then conpared with threshdfd |l evels in order to determ ne
whet her the ACD reEU|res that calls be shifted to neet the performance
obj ective o calls can be accepted by that ACD. A record is
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| oad for an e&Ch sgblnterval of a predetermlned service interval. This
probability is then compared with threshold levels in order
to determine whether the ACD reqﬁires that calls be shifted
to meet the performance objective or whether calls can be
10 accepted by that ACD. A record is maintained for each
subinterval of the probabilities computed for that
subinterval and as to whether the system succeeded or failed
in achieving the performance objective at the end of the
service interval. This record is used to compute the
15 threshold levels used in future comparisons. In addition,
the system computes a line-estimation factor which when
multiplied by the number of agents working can be used to
estimate the call load for an ACD. .
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