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Customer Service Representative Staffing Based on After-sales Field Service
Queuing Approximation M/G/m Model

CAO Yong-rong' HU Wei®
1. Antai College of Economics & Management Shanghai Jiao Tong University Shanghai 200052
2. Shool of International and Public Affairs Shanghai Jiao Tong University Shanghai 200030 China

Abstract Providing qualified after-sales service without scientifically staffing is impossible. Based on the principle of least cost tradi-
tional methods for staffing ignore customers’ time satisfaction. Each customer would like to obtain the most efficient after-sales service in
order to reduce the losses caused by equipment failure so response time is the most important performance appraisal index in after-sales
field service. In this paper take an equipment sales company for example firstly we weight the customer distance matrix based on the
amount of customer-owned equipment calculate the n dimensional cumulative weighted distance vector combine it with the distance
mairix cluster analysis and obtain the company’s service center as well as the sub-service center. Secondly we analyze the distribution
about equipment failure and service time use after-sales field service queue approximate M/G/m model to determine the minimum a-
mount of customer service representatives so as to keep the committed service promise. Finally the customer service representatives are
assigned to service center and sub-service center respectively and form a variety of allocation strategy choose the best configuration
strategy according to the simulation results. The final staffing policy can be basically achieved its customer service commitment and co-
incided with the company’s operation strategy.
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