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In-Bound Forecasting in a Call Center
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Abstract The role of a call center in a company attracts attention not just as the telephone-based response
window but as a base of the management strategy which can communicate with many customers. The
duty expected of call center covers a wide variety of works, such as acquisition of new customers, im-
provement in customer satisfaction, maintenance of customer relationship, marketing, and etc. Therefore,
the improvement in reception quality and securing of a sufficient number of operators are needed, how-
ever, these requirements will be the trade—off relationship between the necessary cost and the increase in
the efficiency of call center operation.

In the above-mentioned background, a typical call center estimates the number of incoming calls in—
bounds and calculates the number of operators using its estimates in order to promote the increase in effi-
ciency of operationl] in—bound operationd which receives phone calls of purchase orders and inquiries from
customers.

This paper considers the quality for which the call center is asked, and discusses the point of view on

forecasting of the number of in-bounds.
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