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Abstract; Considering the problem that the arrival rates of call centers are uncertain, a discrete
fluid model was built based on queuing theory, and the human resource allocation problem of
staffing call centers was solved with the robustness. The set of uncertain arrival rate was
formulated by using interval data, and by adjusting the robust optimization method of adjustable
robust parameters to solve the staffing problem, the relationship between robust optimization
model and deterministic optimization model was analyzed. Numerical experiments show that,
using the robust optimization method with adjustable robust parameters can reduce the impact of
random arrival rates on call centers; with the increasing of arrival rates, the corresponding optimal
robust parameter will be increased, and the model is more conservative.
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Fig. 1 Schematic representation of a call center
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