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Parallel Routing Algorithm for Call Centers Based on Local Mutual Exclusion
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Abstract; A parallel routing method named parallel call center routing method( PCCRM ) was proposed to
promote the multiprocessing performance of call center system with multi-skill model. Through refinement
of resource, PCCRM reduced the general mutual exclusion to local mutual exclusion, which can markedly
reduce the waiting of process synchronization. Meanwhile an orderly competition model was introduced to
guarantee the algorithm to meet the requirement of general principle of call center’ s agents. The experi-
mental results showed that the PCCRM could increase system performance and scalability of routing algo-

rithm.
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